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your  job  these  days. 
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mistakes  to  avoid. 
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Microsoft 


1 .  Fight. 

But  there's  no  shame  in  running.  The  Cyclops  plans  to  kill  you,  tear 
you  to  pieces,  and  eat  you.  Survival  is  job  number  one. 


2.  Drive  him  to  tears. 

Start  chopping  onions,  and  tell  him  it's  for  a  batch  of  your 
award-winning  chili.  He'll  be  too  bleary-eyed  to  fight. 


3.  Give  him  an  eye  test. 

Tell  him  he'll  need  a  monocle,  which  you  happen  to  have  in  the 
back  room,  then  simply  slip  out  the  back. 


4.  Use  the  classics. 

A  banana  peel,  strategically  placed,  is  still  hard  to  beat.  Lure  the 
Cyclops  to  his  slippery  doom,  then  run. 


5.  The  flashlight  gambit. 

A  bright  light  shined  into  his  retina  may  blind  him  long  enough  to 
afford  your  escape.  It  might  also  just  make  him  angrier,  so  be  careful 


O.  Show  a  little  tenderness. 

Maybe  the  Cyclops  is  sensitive  about  his  frankly  odd  looks.  Maybe 
that's  why  he's  so  angry.  Try  a  hug. 


beating  back  security  threats,  easier. 


1.  Implement  Microsoft  Forefront. 

Forefront  makes  defending  your  systems  easier.  Its  a  compiehensive,  simple- 
to-use,  integrated  family  of  products  that  helps  provide  protection  across  your 
client,  server,  and  network  edge.  For  case  studies,  free  trials,  demos,  and  all  the 
latest  moves,  visit  easyeasier.com 

Forefront  is  business  security  software  for  client,  server,  and  the  network  edge. 


m  EDITOR’S  NOTE 

Don  Tennant 

Raining  Mud 

I’LL  ADMIT  that  when  I  walked  into  the  George  R. 

Brown  Convention  Center  in  Houston  a  couple  of  weeks 
ago  on  the  opening  day  of  the  Microsoft  Worldwide 
Partner  Conference,  I  did  so  with  a  preconception.  I  was 
fairly  certain  that  the  topic  of  utmost  concern  to  those 


partners  —  resellers,  sys¬ 
tems  integrators,  indepen¬ 
dent  software  vendors  and 
the  like  —  would  be  the 
Windows  Vista  embarrass¬ 
ment.  I  was  wrong. 

That’s  not  to  say  Micro¬ 
soft  still  doesn’t  have 
plenty  of  hearts  and  minds 
to  win  over  for  Vista,  even 
among  its  closest  allies. 

“Personally,  I  can’t  stand 
it,”  said  Aaron  Nettles, 
president  and  CEO  of  Vor- 
site,  a  Microsoft  Gold  Cer¬ 
tified  Partner  in  Seattle.  “It 
just  seems  more  unstable 
to  me,  and  I  can’t  stand  not 
being  productive.” 

Sonic  Solutions,  a  No¬ 
vato,  Calif.,  vendor  best 
known  for  its  Roxio  digital 
media  software  line,  re¬ 
ceived  Microsoft’s  2008 
Partner  of  the  Year  award, 
and  Michael  Demeyer,  the 
company’s  vice  president 
of  OEM  products,  sat  on 
a  panel  that  discussed  the 
Vista  certification  process. 
Imagine  the  red  faces  in 
the  room  when  Demeyer 
mentioned  how  he  ob¬ 
tained  his  copy  of  Vista. 

“Our  internal  IT  depart¬ 
ment  still  doesn’t  support 
Vista.  I  had  to  go  to  CDW 
with  my  Amex  card,”  De¬ 
meyer  said.  “They  haven’t 


gone  [to  Vista]  yet,  just  like 
many  IT  departments.” 

Still,  I  spoke  with  just 
as  many  partners  who 
couldn’t  praise  Vista  high¬ 
ly  enough. 

Rob  Oud,  CEO  of  CAD 
&  Co.,  a  Microsoft  Gold 
Certified  Partner  in  Am¬ 
sterdam,  said  his  company 
has  rolled  out  Vista,  and 
he’s  especially  impressed 
with  Mobility  Center  and 
Vista’s  search  capabilities. 

“You  know  when  you 
like  it  most?”  Oud  asked 
rhetorically.  “When  you  go 
back  on  an  old  computer.” 

Oud,  like  most  of  the 
partners  I  spoke  with,  said 
it  wasn’t  Vista  at  all  that  he 
was  most  concerned  about. 
What’s  really  on  his  mind 
is  software  as  a  service. 

There  was  no  question 
about  it.  It  didn’t  take  me 
long  to  realize  that  SaaS, 
not  Vista,  was  causing 
most  of  the  angst  in  Micro- 

■  Oddly,  almost 
eerily,  no  one  from 
Microsoft  ever 
used  the  term 
‘software  as  a 
service’  in  any 
public  forum. 


soft’s  partner  community. 

Oud  expressed  frus¬ 
tration  that  Microsoft 
hadn’t  done  anything  of 
substance  with  SaaS.  He 
said  people  are  “scared  to 
death”  to  implement  new 
systems  because  of  the 
cost  and  complexity.  SaaS, 
he  said,  would  advance  in¬ 
novation  and  the  uptake  of 
new  technologies. 

Stephen  Roux,  president 
of  Innovative  Computer 
Systems,  a  Microsoft  Gold 
Certified  Partner  in  Farm¬ 
ington,  Conn.,  said  SaaS  is 
easily  his  biggest  concern. 
“It’s  something  that  [Micro¬ 
soft]  has  tiptoed  around 
for  a  long  time,”  he  said. 
“We  need  a  little  clarity,  a 
little  help.” 

That  “clarity”  came  in 
quintessentially  Microsoft 
fashion,  muddying  the 
waters. 

As  it  turned  out,  Micro¬ 
soft  used  the  conference 
as  a  forum  to  respond  to 
the  nagging  SaaS  question. 
But  oddly,  almost  eerily,  no 
one  from  Microsoft  ever 
used  the  term  “software 
as  a  service”  or  the  SaaS 
acronym  in  any  public 
forum  where  I  was  pres¬ 
ent.  Instead,  the  incessant 
drumbeat  was  on  the 


slightly  offset  term,  “Soft¬ 
ware  +  Services,”  coined 
by  Microsoft. 

I  asked  Allison  Watson, 
Microsoft’s  corporate  vice 
president  in  charge  of  the 
worldwide  partner  group, 
whether  it  was  intentional 
to  avoid  the  term  “soft¬ 
ware  as  a  service.” 

“Yeah,  very  intentional,” 
Watson  responded.  She 
said  Microsoft  sees  the 
concept  of  SaaS  as  “way 
too  limiting.”  The  Soft¬ 
ware  +  Services  model,  she 
explained,  is  a  blending 
of  SaaS  —  where  the  soft¬ 
ware  resides  in  the  cloud 
—  and  the  provisioning 
of  software  on  rich-client 
devices,  so  customers  have 
a  choice  of  delivery. 

That’s  fine.  The  problem 
is  that  Microsoft’s  strategy 
is  to  trivialize  SaaS  and 
replace  it  with  its  own 
concoction,  which  will  do 
nothing  but  confuse  the  is¬ 
sue.  Watson  even  claimed 
with  a  straight  face  that 
SaaS  was  the  rage  two 
years  ago  and  that  now 
even  Microsoft’s  com¬ 
petitors  are  talking  about 
“Software  +  Services.” 
That’s  sheer  nonsense. 

Microsoft  needs  to  be  OK 
with  being  under  the  cloud 
with  the  rest  of  us,  rather 
than  demanding  to  reign 
above  it.  Otherwise,  it’s  just 
going  to  rain  more  mud.  ■ 
Don  Tennant  is  editorial 
director  of  Computerworld 
and  InfoWorld.  Contact 
him  at  don_tennant@ 
computerworld.com,  and 
visit  his  blog  a  http:// 
blogs.computerworld.com/ 
tennant.  ^ 
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■  ONLINE  CHATTER 


RESPONSES  TO: 

Should  ‘Spam  King’ 
Soloway  Pay  the 
Price  for  Worse? 

July  11, 2008 

The  punishment  does  fit  the  crime. 
Spam  is  theft  —  spammers  take  up 
space  on  my  servers,  they  take  up 
bandwidth  on  my  Internet  pipes, 
and  they  make  me  buy  more  hard¬ 
ware  to  filter  their  junk  out. 

We  need  to  make  an  example  of  a 
few  spammers. 

■  Submitted  by:  Dan 

His  lawyer  is  correct;  he  should  get 
only  five  years  —  for  each  e-mail. 

■  Submitted  by:  Trollicus 

I  work  as  a  systems  administrator 
for  a  small  firm,  and  spam  is  one  of 
the  worst  problems  we  have.  On  an 
average  day,  we  receive  15,000  junk 
e-mails.  What  a  waste  of  time  and 
money  trying  to  filter  out  the  bad 
e-mails  from  the  good. 

The  cost  of  his  crimes  is  probably 
hundreds  of  times  more  than  what 
he  swindled,  when  you  consider 


missed  orders  that  were  caught  in 
spam  filters,  and  the  cost  of  anti¬ 
spam  hardware  and  software. 

■  Submitted  by:  Anonymous 

RESPONSE  TO: 

Microsoft  Warns 
Users  of 

Coming  Update  to 
Windows  Update 

July  7, 2008 

About  the  only  Windows  automatic 
update  that  I  ever  want  to  be  a  part 
of  again  is  the  one  that  will  update 
Vista  to  not-Vista.  Any  news  on 
when  that  one  is  coming? 

I  used  to  be  a  big  defender  of 
Microsoft.  Now  I  just  get  that  sick, 
nasty  feeling  in  my  stomach  every 
time  I  see  one  of  my  machines  boot. 

And  every  time  I  see  a  new  Micro¬ 
soft  update  installed  and  I  have  no 
idea  what  it  really  is,  I  am  filled 
with  disgust,  a  little  bit  of  rage  and  a 
lot  of  hopelessness. 

■  Submitted  by:  Thomas  White 

JOIN  THE  CHATTER!  You,  too,  can 
comment  directly  on  our  stories, 

at  computerworld.com. 


Find  these  stories  at  computerworld.com/more 


11  Cool  New 
Apps  for 
The  iPhone 

Whether  you  bought  a 
brand-new  iPhone  36 
or  updated  a  first- 
generation  model  with 
iPhone  2.0  firmware, 
you’re  going  to  want  to 
try  out  some  of  these 
must-have  applications. 


Online  Office  Apps  Finally 
Get  Serious:  Google  Docs  vs. 
ThinkFree  vs.  Zoho 

Web-based  productivity  suites,  once  almost 
a  contradiction  in  terms,  have  become  real 
challengers  to  desktop  applications.  Our 
reviewer  names  the  contenders  in  different 
realms  of  the  office. 


Opinion:  Microsoft  Hyper-V 
RTM  Edition  Outperforms 
Its  Predecessors 

In  one  test,  the  version  of  the  hypervisor 
that  Microsoft  released  to  manufacturing 
was  able  to  saturate  the  hardware  enough  to 
achieve  97%  of  the  storage  performance  of  a 
physical  server. 


Ultrathin  Laptop  Showdown: 
Three  Popular  Models 


Go  Head-to-Head 

Which  is  really  the  best 
ultrathin  notebook?  We 
put  the  MacBook  Air,  the 
ThinkPad  X300  and  the 
Toshiba  Portege  R500 
through  rigorous  usability 


£ 


tests  to  find  out. 

The  ThinkPad  X300 
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NETWORK  MANAGEMENT 

San  Francisco  IT  Admin 
Locks  Up  City  Network 


A  network  adminis¬ 
trator  late  last  week 
pleaded  innocent  to 
charges  that  he  locked  up 
a  key  city  of  San  Francisco 
computer  network  and  re¬ 
fused  to  disclose  the  pass¬ 
words  he  set. 

San  Francisco  District  At¬ 
torney  Kamala  Harris’  office 
charged  that  Terry  Childs, 
43,  reset  passwords  to  the 
switches  and  routers  in  the 
city’s  fiber  WAN,  rendering 
it  inaccessible  to  administra¬ 
tors.  He  also  “set  up  devices 
to  gain  unauthorized  access 
to  the  system,”  it  added. 

Childs,  a  network  admin¬ 
istrator  with  the  city’s  De¬ 
partment  of  Telecommuni¬ 
cation  Information  Services 
(DTIS),  was  arrested  July  13 


and  arraigned  last  Thursday 
in  San  Francisco  Superior 
Court.  He  was  ordered  held 
on  a  $5  million  bond  until  a 
hearing  slated  by  Judge  Paul 
Alvarado  for  July  23.  Childs 
faces  seven  years  in  prison. 

Late  last  week,  the  city 
still  lacked  the  passwords 
needed  to  regain  control  of 
the  network’s  Cisco  Systems 
Inc.  equipment.  But  the  back¬ 
bone  network  was  operating 
normally,  said  Ron  Vinson, 
DTIS  chief  administrative 
officer.  The  WAN  connects 
computers  in  buildings 
throughout  the  city  and  car¬ 
ries  about  60%  of  the  mu¬ 
nicipal  government’s  traffic. 

Vinson  said  he  couldn’t 
predict  when  the  problem 
would  be  fixed.  “We  feel 


THE  WEEK  AHEAD 

MONDAY:  Apple  plans  to  report  its  Q3  results.  Also  due 
to  issue  earnings  reports  are  Yahoo  and  VMware  on  Tues¬ 
day,  and  the  latter’s  parent  company,  EMC,  on  Wednesday. 

MONDAY:  The  O’Reilly  Open  Source  Convention  opens  in 
Portland,  Ore.  An  Ubuntu  Linux  user  conference  was  sup¬ 
posed  to  he  collocated  with  Oscon,  but  it  has  been  canceled. 

TUESDAY:  A  final  day  of  testimony  is  scheduled  in  Seattle  in 
the  sentencing  hearings  of  “spam  king”  Robert  Soloway. 


very  confident  that  we  will 
have  full  access,”  he  said. 

Vinson  said  the  city 
is  working  with  Cisco  to 
repair  the  problem.  If  the 
hardware  has  been  tam¬ 
pered  with,  replacement 
costs  could  easily  reach 
$250,000,  he  added. 

Harris  said  it’s  unknown 
why  Childs  allegedly  tam¬ 
pered  with  the  system.  But 
a  source  familiar  with  the 
situation  said  the  suspect’s 
behavior  had  become  erratic 
in  the  days  leading  up  to  his 
arrest. 

San  Francisco  began  roll¬ 
ing  out  the  network  about 
four  years  ago  as  a  less- 
costly  alternative  to  leased 
data  lines.  The  city  has  so  far 
spent  more  than  $3  million 
on  the  system.  Vinson  said 
the  tampering  was  discov¬ 
ered  several  weeks  ago  dur¬ 
ing  an  assessment  by  a  new 
security  manager.  “It  was  a 
little  unnerving  to  discover 
that  this  person  had  created 
this  fiefdom  of  access  to  our 
network,”  Vinson  said. 

Andrew  Storms,  direc¬ 
tor  of  security  operations 
at  security  vendor  nCircle 
Network  Security  Inc.,  said 
the  city’s  IT  managers  may 
have  been  able  to  prevent 
the  incident.  “Some  safety 
nets  and  best  practices  were 
probably  overlooked  if  one 
person  could  have  caused 
this  much  damage,”  he  said. 

—  Robert  McMillan, 
IDG  News  Service 


CYBERCRIME 

DBA  Gets 
Jail  Time  for 
Data  Thefts 

A  FORMER  database  admin¬ 
istrator  at  Certegy  Check 
Services  Inc.  who  admitted 
that  he  stole  and  then  sold 
the  personal  data  of  about 
8.5  million  consumers  was 
sentenced  to  57  months  in 
prison  by  a  federal  judge  in 
Florida  this  month. 

In  addition,  the  judge  or¬ 
dered  William  G.  Sullivan  to 
pay  almost  $4  million  in  res¬ 
titution  to  consumers  vic¬ 
timized  by  the  data  thefts. 


The  rogue  DBA’s 
duties  at  Certegy 
included  defining 
and  enforcing 
data  access  rights 


Sullivan  pleaded  guilty  to 
felony  fraud  charges  last 
November,  four  months  af¬ 
ter  the  thefts  were  disclosed 
by  Fidelity  National  Informa¬ 
tion  Services  Inc.,  Certegy’s 
parent  company. 

According  to  court  re¬ 
cords,  Sullivan  stole  a  va¬ 
riety  of  personal  data  from 
the  company’s  databases 
over  a  five-year  period  that 
started  in  February  2002. 
The  information  was  sold  to 
data  brokers  through  an  in¬ 
termediary,  which  paid  Sulli¬ 
van  a  total  of  $580,000. 

-  JAIKUMAR  VIJAYAN 
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.INFRASTRUCTURE  LOG 


_DAY  37:  Our  data  center  is  a  thing  of  the  past.  Costs 
are  up.  Flexibility  is  down.  We  can’t  respond  to  our 
changing  business  needs.  I  think  we’ve  been  left  behind. 

_I  don’t  want  to  be  left  behind... not  again. 

_DAY  40:  We’re  rethinking  our  data  center  with  help  from 
IBM.  Their  approach  is  efficient  and  flexible  enough  to 
meet  our  business  demands.  Now  resources  can  be  shared 
in  a  simplified,  virtualized  environment.  We  can  scale 
quickly  and  provide  rapid  services  delivery.  It’s  just  one 
step  in  IBM’s  plan  for  a  new  kind  of  data  center. 

.Flexibility  is  up.  Costs  are  down.  IT  guy  is  elated. 
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NEWS  DIGEST 


SOFTWARE 


SAP  Forcing  Support 
Upgrades  on  Customers 


SAP  AG  last  week 
announced  plans 
to  “transition”  all 
customers  to  its  new 
enterprise-level  support  pro¬ 
gram  as  of  Jan.  1, 2009.  The 
change  will  provide  some 
customers  with  increased 
levels  of  service  but  also 
make  them  pay  higher  fees. 

The  vendor  said  that  its 
Enterprise  Support  offer¬ 
ing,  unveiled  in  February 
and  rolled  out  in  May,  will 
replace  its  Standard  and 
Premium  support  options. 

Some  of  the  new  features 
will  be  available  to  the 
transitioned  customers 
immediately,  but  those  us¬ 
ers  won’t  be  charged  the 
higher  maintenance  prices 
until  Jan.  1,  SAP  added. 

The  prices  will  increase 
gradually  from  that  point 
until  2012,  when  they  reach 
the  Enterprise  Support 
list  price  of  22%  of  annual 
license  fees.  For  example,  a 
customer  now  paying  17% 
for  standard  support  will  see 
it  rise  to  18.3%  in  2009  and 
then  increase  incrementally 
until  2012,  the  vendor  said. 


I’m  not  go¬ 
ing  to  tell 
you  it’s  a  good 
deal. ...  We  don’t 
like  to  pay  more 
for  anything. 

MIKE  O’DELL.  CHAIRMAN. 
AMERICAS'  SAP  USERS'  GROUP 

Forrester  Research  Inc. 
analyst  Ray  Wang  said  in 
a  report  issued  last  week 
that  the  move  was  likely 
a  response  to  competitive 
pressures  from  rivals  like 
Oracle  Corp.  and  a  result 
of  SAP’s  decision  in  April 
to  cut  its  investment  in  the 
Business  ByDemand  suite 
of  hosted  ERP  products.  He 
noted  that  the  latter  action 
has  “led  to  a  major  loss  in 
potential  revenue  growth.” 

Wang  recommended  that 
SAP  customers  begin  eval¬ 
uating  third-party  mainte- 


BUSINESS  INTELLIGENCE 

No  Entry  to 
SAP  Site  for 
Business 
Objects  Users 

SAP  ACKNOWLEDGED  last 
week  that  problems  with  an 
online  support  switchover  for 
Business  Objects  customers  had 
left  many  of  the  users  unable  to 
access  its  support  portal. 

SAP,  which  bought  Business 


nance  providers  and  start 
prodding  SAP  user  groups 
to  protest  the  increases. 

Mike  O’Dell,  chairman 
of  the  Americas’  SAP  Us¬ 
ers’  Group,  said  that  ASUG 
members  convinced  SAP  to 
boost  prices  gradually.  SAP 
initially  planned  to  move 
customers  to  the  22%  rate 
immediately,  said  O’Dell, 
who  is  CIO  at  Pacific  Coast 
Companies  Inc.,  a  building 
materials  maker  in  Rancho 
Cordova,  Calif. 

“We  weren’t  successful 
in  blocking  it.  We  would 
have  liked  to,”  he  said.  “We 
were  able  to  get  some  con¬ 
cessions. 

“I’m  not  going  to  tell  you 
it’s  a  good  deal.  From  my 
company’s  perspective,  we 
don’t  like  to  pay  more  for 
anything,”  O’Dell  added. 
Pacific  Coast  uses  the  Stan¬ 
dard  support  program. 

The  new  service  includes 
“a  24/7  service-level  agree¬ 
ment,  continuous  quality 
checks,  a  support  advisory 
and  advanced  support  for 
implementing  SAP  ERP 
enhancement  packages  and 
support  packages,”  SAP 
said. 

—  Chris 
Kanaracus, 
IDG  News 
Service 


Objects  SA  in  January,  shifted 
the  business  intelligence  ven¬ 
dor’s  online  product-support 
processes  to  its  own  system 
on  July  7.  But  a  substantial 
number  of  users  -  nearly  20%, 
by  SAP’s  admission  -  hadn’t 
received  credentials  for  logging 
onto  the  support  site  as  of  last 
week. 

John  Sanzone,  a  Bl  and  data 
warehousing  specialist  at  a  large 


IT  services  provider 
§  that  he  asked  not 
-  be  identified,  said 
he  had  been  trying  without  suc¬ 
cess  to  get  a  log-in  for  the  sup¬ 
port  site  since  the  changeover. 
“This  is  not  the  service  I  was 
expecting,”  Sanzone  said. 

A  database  administrator  who 
works  at  a  hospital  in  the  U.S. 
and  asked  to  be  identified  only 
as  Wayne  H.  said  SAP  appar¬ 
ently  sent  a  letter  with  the  log¬ 
in  information  to  a  co-worker 
on  the  business  side  of  his 


Short 

Takes 

Even  though  its  online 
services  business  unit 
incurred  operating  losses 
of  $488  million, 

said  that  its  fourth- 
quarter  revenue  rose  18% 
to  $15.8  billion  and  that  its 
profits  rose  more  than 
SI  billion  to  $4.3  billion. 

The 

levied  three  new 
antitrust  charges  against 
Intel  Corp,  The  EC  said 
the  charges  reinforce  a 
complaint  filed  last  year  in 
which  the  chip  maker  was 
accused  of  abusing  its 
dominant  market  position. 

Advanced  Micro 
Inc,  has  promoted  Presi¬ 
dent  Dirk  Meyer  to  )E0.  He 
replaces  Hector  Ruiz.  AMD 
announced  the  move  after 
reporting  its  seventh  con¬ 
secutive  quarterly  loss. 


Correction 

The  vendor  of  thin  clients 
being  installed  by  Enter¬ 
prise  Rent-A-Car  Co.  was 
incorrectly  identified  in  a 
story  in  the  June  30/July 
7  issue  (“Environmental 
Impact:  IT  Sees  the  Light 
on  Green  Computing”). 
The  devices  are  made  by 
Wyse  Technology  Inc. 


organization.  But  she  no  longer 
works  there,  he  said,  adding, 
“This  is  just  a  mess.” 

Andy  Cobbold,  group  vice 
president  of  global  customer 
assurance  at  SAP,  said  the  com¬ 
pany  didn’t  have  e-mail  records 
for  some  customers  and  tried 
to  send  their  log-ins  via  regular 
mail.  “Obviously,  we’ll  be  con¬ 
ducting  a  postmortem  to  make 
sure  we  learn  lessons  from 
this,”  Cobbold  said. 

-  CHRIS  KANARACUS, 
IDG  NEWS  SERVICE 
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_DAY  54:  This  gap  between  LOB  and  IT  is  getting  out  of 
hand.  Our  business  processes  are  rigid  and  inflexible. 
We  can’t  react  to  changes  in  the  business  environment. 
We’ve  got  to  find  a  way  to  bridge  the  chasm. 

.Gil’s  gonna  jump  it.  I  think  he  needs  a  bigger  engine. 

.DAY  55:  I’m  closing  the  gap  with  a  Smart  SOA™  approach 
from  IBM.  They  offer  a  full  range  of  hardware,  software 
and  services  to  speed  alignment  of  LOB  and  IT.  They’ve 
proven  themselves  in  over  6,550  SOA  engagements  of  all 
sizes.  Now  we  have  the  agility  to  respond  to  change. 

.Gil  says  from  now  on,  he’s  not  jumping  metaphors. 


Watch  the  Smart  SOA  demo  at: 

IBM.COM/TAKEBACKCONTROL/SOA 


WebSphere 


IBM,  the  IBM  logo,  ibm.com.  Smart  SOA.  WebSphere  and  Take  Back  Control  are  trademarks  or  registered  trademarks  of  International  Business  Machines  Corporation  in  the  United  States,  other 
countries,  or  both.  If  these  and  other  IBM  trademarked  terms  are  marked  on  their  first  occurrence  in  this  information  with  a  trademark  symbol  (“  or  “),  these  symbols  indicate  U  S.  registered  or 
common  law  trademarks  owned  by  IBM  at  the  time  this  information  was  published.  Such  trademarks  may  also  be  registered  or  common  law  trademarks  in  other  countries.  A  current  list  of  IBM 
trademarks  is  available  on  the  Web  at  “Copyright  and  trademark  information”  at  www.ibm.com/legal/copytrade.shtml.  ©2008  IBM  Corporation.  All  rights  reserved. 
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BETWEEN  THE  LINES 


By  John  Klossner 


GOVERNMENT  IT 

State  Launches  Project  to 
Replace  Sinking  Data  Center 


The  STATE  of  Tennes¬ 
see  is  relocating  —  at 
least  partially  —  a  data 
center  located  on  an  unsta¬ 
ble  landfill  next  to  a  railroad 
and  downstream  from  a 
large  dam  that,  according  to 
the  U.S.  Army  Corps  of  En¬ 
gineers,  is  at  risk  of  failing. 


The  state  this  month  began 
work  on  a  new  $68  million 
data  center  25  miles  south¬ 
east  of  Nashville  that  will 
replace  half  of  the  at-risk 
21-year-old,  70,000-square- 
foot  facility. 

Officials  had  initially 
hoped  to  simultaneously 
build  two  35,000-square- 
foot  data  centers  to  replace 
the  older  facility,  located 
near  the  Cumberland  River 
in  Nashville.  However, 
budget  shortfalls  forced  the 
state  to  build  one  data  cen¬ 
ter  at  a  time,  said  Tennessee 
CIO  Mark  Bengel. 

Once  the  first  new  data 
center  is  completed  by  the 
end  of  the  first  quarter  of 
2009,  the  state  will  move 
“the  most  critical  applica¬ 
tions”  there,  Bengel  said. 
The  facility  will  also  serve 
as  a  fail-over  site,  he  said. 

At  that  point,  if  budget 
conditions  are  favorable,  the 
state  hopes  to  immediately 
begin  work  on  the  second 
data  center.  It  would  be  lo¬ 
cated  about  25  to  30  miles 
from  the  first  new  facility. 

Bengel  said  there  are 
foundation  cracks  in  the 
current  data  center,  which 


has  also  started  to  sink  into 
the  underlying  landfill. 

Nonetheless,  Bengel  said 
he  expects  the  facility  to 
hold  up  until  the  second 
new  data  center  is  built. 

He  did  acknowledge  that 
the  Army  Corps  of  Engi¬ 
neers  hasn’t  given  the  state  \ 
a  clear  indication  of  the 
likelihood  of  a  break  in  the 
upstream  Wolf  Creek  Dam 
on  the  Cumberland  River  in  \ 
Jamestown,  Ky.  “They  just 
don’t  know  or  won’t  say,” 

Bengel  said. 

Allison  Jarrett,  a  public 
affairs  specialist  at  the 
Corps  of  Engineers,  said 
the  U.S.  is  spending  about 
$314  million  to  improve  the 
dam.  “We  really  have  no 
concern  that  the  dam  is  go¬ 
ing  to  fail,”  she  said.  J 

—  Patrick  Thibodeau  i 


Global _ 
Dispatches 

Barclays  Offshores 
1,800  U.K.fT  Jobs 

LONDON- Barclays  PLC  last 
week  disclosed  plans  to  move 
some  1,800  of  its  2,800  U.K.- 
based  IT  jobs  to  facilities  in 
Singapore,  Hungary  and  India 
over  the  next  three  years. 

The  London-based  financial 
services  firm  said  the  move  is 
part  of  an  effort  to  “transform 
to  a  global  organization.”  The 
worldwide  operations  “will  al¬ 
low  us  to  follow  the  sun  and  be 
operational  24/7,”  it  said. 

Affected  workers  will  get 
three  months’  notice  and  a 
£2,000  ($4,000  U.S.)  allow¬ 
ance  for  retraining.  Those  los¬ 
ing  jobs  can  reapply  for  posi¬ 
tions  at  the  offshore  facilities. 

The  move  comes  a  year 


In  another  legal  blow  to 

,  a  fed¬ 
eral  j  dge  orden  t  to  pay 
$2,155  mil  jn  to  Novell  Inc. 
for  in  irope  yci  lecting 
ixlicen  ing  revenue  from 
Sun  Microsysti  ns  Inc. 

Despite  the  activation 
glitches  that  marr  I  the 
lunch  of  the  iPhone  3G, 


Apple  Inc.  said  it  sold  1  mil- 
lion  of  the  de  in  the 
first  three  days  of  sales. 

40  Y I  Robert 

Noyce  and  Gordon  Moore 
incorp  rated  Intel  Corp., 
initially  as  NM  Electronics 
Inc.  The  duo  had  obtained 
start-up  funding  with  a  one- 
page  business  plan. 


after  Barclays  had  announced 
plans  to  cut  1,100  jobs,  includ¬ 
ing  IT  support  and  payment¬ 
processing  positions,  because 
of  the  implementation  of  auto¬ 
mated  check-handling. 

Leo  King, 

Computerworld  U.K. 

Intel  Launches 
Indian  Online  Mart 

BANGALORE.  India -Intel 
Corp.  last  week  launched  an 
online  exchange  to  help  small 
and  midsize  businesses  in 
India  purchase  business  soft¬ 
ware  and  services  for  use  with 
Intel  technology. 

The  Intel  Business  Ex¬ 
change  for  India,  based  here, 
will  list  products  from  India- 
based  and  multinational  ven¬ 
dors,  said  Narendra  Bhandari, 
director  of  Intel’s  Asia-Pacific 
software  and  solutions  group. 

Peter  Eimgren,  managing 
director  of  the  Business  Ex¬ 


change  operation,  said  that  In¬ 
tel  has  set  up  similar  operations 
in  China  and  North  America 
over  the  past  seven  months. 
John  Ribeiro, 

IDG  News  Service 

SHORTTAKES 

Jackson  Hu  resigned  last 
week  as  chairman  and  CEO  of 
Hsinchu,  Taiwan-based  United 
Microelectronics  Corp.  Hu  had 
replaced  company  founder 
Robert  Tsao  in  2006.  Tsao 
stepped  down  after  he  was 
charged  with  illegally  investing 
in  China.  UMC  Chief  Financial 
Officer  Stan  Hung  will  take 
over  as  chairman,  and  COO 
Sun  Shih-wei  will  be  CEO. 

Dan  Nystedt, 

IDG  News 
Service 
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_DAY  68:  Managing  all  our  services  is  so  complex.  What 
assets  didn’t  we  identify?  Are  we  monitoring  everything? 
What’s  out  there?  We  need  more  control  to  mitigate  risk. 

_Gil  installed  hundreds  of  security  cameras  to  find  and 
monitor  everything.  Including,  apparently,  the  mop  closet 

_DAY  70:  The  answer:  IBM  Service  Management.  IBM’s  experts 
helped  us  plan  strategically  for  quality  service  delivery. 
IBM  Tivoli  gives  us  the  visibility,  control  and  automation 
we  need  to  help  ensure  compliance  and  manage  risks.  And 
the  advanced  authentication  and  encryption  on  our  new 
IBM  POWER™  systems  help  make  us  more  secure  than  ever. 
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Tivoli. 


Take  the  assessment  to  unlock  the  value  of  service  management  at: 

IBM.COM/TAKEBACKCONTROL/CONTROL 


IBM.  the  IBM  logo,  ibm.com,  POWER,  the  Tivoli  logo  and  Take  Back  Control  are  trademarks  or  registered  trademarks  of  International  Business  Machines  Corporation  in  the  United  States,  other 
countries,  or  both.  If  these  and  other  IBM  trademarked  terms  are  marked  on  their  first  occurrence  in  this  information  with  a  trademark  symbol  (*  or  ")■  these  symbols  indicate  U.S.  registered  or 
common  law  trademarks  owned  by  IBM  at  the  time  this  information  was  published.  Such  trademarks  may  also  be  registered  or  common  law  trademarks  in  other  countries.  A  current  list  of  IBM 
trademarks  is  available  on  the  Web  at  “Copyright  and  trademark  information”  at  www.ibm.com/legal/copytrade.shtml.  ©2008  IBM  Corporation.  All  rights  reserved. 
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Corporate  IT  Can 
LeamaLotFrom 
Web  2.0  Coders 


Companies  can  cut  costs 
and  boost  productivity  by 
focusing  more  on  their  users. 

By  Heather  Havenstein 


ON  JULY  14, 
Yahoo  Inc.’s 
Flickr  unit  re¬ 
ported  that  the 
latest  update  to 
the  photo-sharing  Web  site 
went  live  two  days  earlier 
with  five  changes  made  by 
two  of  its  developers.  The 
July  12  “deployment”  was 
the  42nd  new  release  in  a 
week  where  19  developers 
made  735  changes. 

Such  constant  tweaking 
—  called  a  “perpetual  beta” 
in  the  Web  2.0  world  —  is 
common  for  companies  like 
Sunnyvale,  Calif.-based 
Flickr  that  build  applications 
for  a  consumer  market  that’s 
always  in  flux. 


Quick,  incremental  up¬ 
dates,  along  with  heavy 
user  involvement,  are  key 
characteristics  of  an  emerg¬ 
ing  software  development 
paradigm  championed  by  a 
new  generation  of  Web  2.0 
start-ups. 

The  new  process,  which 
some  champions  call  “ap¬ 
plication  development  2.0,” 
contrasts  markedly  with  the 
traditional  corporate  water¬ 
fall  process  that  separates 
projects  into  several  distinct 
phases,  ranging  from  re¬ 
quirements  to  maintenance. 
Nonetheless,  application 
development  2.0  could  sig¬ 
nificantly  cut  development 
costs  and  improve  software 


quality  if  managers  and  de¬ 
velopers  are  willing  to  make 
some  hard  changes. 

“Sometimes  enterprise 
organizations  tend  to  look 
at  these  [Web  2.0-focused] 
places  and  say  they  are  not 
very  disciplined,”  said  Jef¬ 
frey  Hammond,  an  analyst 
at  Forrester  Research  Inc. 
“That  is  not  the  case.  They 
have  built  discipline  into  the 
process  that  allows  them  to 
be  very  reactive  —  a  [good] 
lesson  for  IT  organizations.” 

Based  on  interviews  with 
analysts  and  executives  of 
Web  2.0  firms,  Computer- 
world  compiled  a  list  of  five 
ways  that  corporate  IT  man¬ 
agers  can  benefit  from  Web 
2.0  development  processes. 
Here  they  are: 


1  Break  the  barrier  be¬ 
tween  developers  and 
end  users,  and  involve 
users  in  quality  assurance 
processes. 


Wesabe  Inc.,  which  runs  a 
personal  finance  Web  site, 
doesn’t  have  a  formal  inter¬ 
nal  quality  assurance  group. 
Instead,  the  San  Francisco- 
based  company  relies  on 
users  and  founder  and  CEO 
Marc  Hedlund. 

Wesabe’s  developers  work 
with  users  to  come  up  with 
new  features,  and  then  Hed¬ 
lund  tests  them  before  roll¬ 
ing  them  out  to  Wesabe.com. 

Hedlund  said  that  before 
launching  Wesabe  two 
years  ago,  he  studied  many 
of  the  common  development 
techniques  put  into  place 
by  Web  2.0  companies.  He 
said  he  concluded  that  ap¬ 
plications  are  inherently 
built  better  when  develop¬ 
ers  are  not  insulated  from 
the  people  who  use  their 
applications.  Direct  user 
complaints  or  compliments 
are  far  better  motivators  for 
developers  than  PowerPoint 
slides  with  bar  charts  repre¬ 
senting  user  desires. 

William  Gribbons,  direc¬ 
tor  of  the  graduate  program 
in  human  factors  at  Bentley 
College  in  Waltham,  Mass., 
said  that  large  companies 
can  benefit  financially  by 
using  Web  2.0  techniques 
to  develop  applications  for 
employees. 

“Companies  often  think 
their  [internal]  applica¬ 
tions  are  different  because 
they’re  used  by  employees 
[who]  are  compensated  for 
the  pain  and  suffering  they 
are  enduring,”  he  said.  That 
pain  and  suffering,  however, 
can  lead  to  increases  in 
training  costs  and  employee 
turnover  and  cut  productiv¬ 
ity  —  all  a  hit  to  the  corpo¬ 
rate  bottom  line. 

Corporate  development 
teams  should  focus  on  close 
interaction  with  internal  us¬ 
ers  to  gather  requirements, 
and  to  create  a  controlled, 
systematic  way  to  observe 

Continued  on  page  14 
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_DAY  41:  Our  processing  needs  and  energy  bills  keep 
growing!  We’re  spending  so  much  just  powering  and  cooling 
our  machines.  Gil  knows  where  we  can  generate  more  power. 


_He  moved  the  data  center  to  the  top  of  a  dam. 

_DAY  44:  I’ve  got  it:  IBM  Services  can  help  us  design  a 


data  center  that  runs  on  fewer,  more  energy-efficient  IBM 
Systems,  driving  utilization  up  and  costs  down.  IBM 
Systems  Director  Active  Energy  Manager™  and  IBM  Tivoli 
software  can  help  monitor  usage  and  manage  costs.  It’s  all 
part  of  their  approach  to  the  new  enterprise  data  center. 


.Good — I’m  not  that  into  dams.  I’m  more  of  a  fjord  guy. 
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Tivoli. 


Find  out  how  energy  efficient  your  company  is  at: 

IBM.COM/TAKEBACKCONTROL/EFFICIENT 


IBM,  the  IBM  logo,  ibm.com,  IBM  Systems  Director  Active  Energy  Manager,  Tivoli  and  Take  Back  Control  are  trademarks  or  registered  trademarks  of  International  Business  Machines  Corporation 
in  the  United  States,  other  countries,  or  both.  It  these  and  other  IBM  trademarked  terms  are  marked  on  their  first  occurrence  in  this  information  with  a  trademark  symbol  f  or  ’),  those  symbols 
indicate  U.S.  registered  or  common  law  trademarks  owned  by  IBM  at  the  time  this  information  was  published  Such  trademarks  may  also  be  registered  or  common  law  trademarks  in  other 
countries.  A  current  list  of  IBM  trademarks  is  available  on  the  Web  at  "Copyright  and  trademark  information"  at  www.ibm.comTegal/copytrade.shtml.  ©2008  IBM  Corporation.  All  rights  reserved. 
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Continued  from  page  12 
users  interacting  with  proto¬ 
types,  Gribbons  suggested. 

Keep  it  simple. 

Although  many  con¬ 
sumer-focused  Web 
2.0  applications  may  seem 
simple,  that  simplicity  is 
usually  the  result  of  hard 
work  by  developers  working 
hand-in-hand  with  users. 

Stan  Schroeder,  a  blog¬ 
ger  at  Mashable,  a  social 
network  that  follows  Web 
2.0  companies,  noted  in  a 
post  that  developers  have 
begun  to  understand  that  it’s 
better  to  build  a  very  simple 
service  and  then  add  APIs  to 
provide  complex  services. 

“Features,  I’ve  recently 
come  to  realize,  can  be  ob¬ 
stacles,  problems.  The  more 
powerful  an  application  is, 
the  more  specialized  it  is, 
and  thus  with  increased 
power,  its  intended  audience 
shrinks,”  Schroeder  wrote. 

Many  times,  traditional 
enterprise  IT  shops  will 
identify  a  need  and  develop 
multiple  ways  of  meeting 
it  when  the  user  would  be 
happy  with  just  one  way, 
Gribbons  noted.  But  without 
constant  interaction  with 
users,  developers  are  often 
unaware  of  the  yearning  for 
simple  user  interfaces. 


Stick  to  the  script. 

Web  2.0  companies 
are  partial  to  dynamic 
scripting  languages  like 
Ruby,  Python,  Perl  and  PHP, 
finding  them  better  choices 
for  their  projects  than  Sun’s 
Java  or  Microsoft’s  .Net. 

Forrester’s  Hammond 
noted  that  once  developers 
become  proficient  in  one  of 
the  dynamic  languages,  they 
can  build  new  applications 
quickly  —  30%  to  40%  faster 
than  they  could  with  Java  or 
.Net. 

More  than  half  of  all 
North  American  developers 
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are  using  scripting  languag¬ 
es  to  some  degree,  according 
to  a  December  survey  by 
Evans  Data  Corp.,  a  Santa 
Cruz,  Calif.,  research  firm. 

While  more  than  half  of 
those  developers  now  use 
scripts  less  than  20%  of  the 
time,  both  the  total  number 
of  developers  using  scripting 
languages  and  the  amount 
of  time  spent  will  likely  in¬ 
crease  over  the  next  year,  ac¬ 
cording  to  the  Evans  survey. 


4  Release  early  and  often. 

Wesabe,  like  Flickr, 
updates  its  site  often, 
usually  several  times  a  day. 
The  constant  interaction 
with  users  provides  Wesabe 
developers  with  almost  im¬ 
mediate  notification  of  bugs, 
Hedlund  noted. 

In  addition,  Wesabe  and 
many  other  Web  2.0  compa¬ 
nies  run  so-called  shadow 
versions  of  their  sites,  which 
help  determine  how  users 
respond  to  specific  feature 
updates. 

A  report  compiled  by  the 
shadow  site  could  show,  for 
example,  how  often  users 
log  off  the  site  or  whether 
the  amount  of  financial  in¬ 
formation  uploaded  by  users 
has  dropped. 

Recommended  Reading 
Inc.’s  Mixx.com  social  news 
site,  which  allows  users  to 


Three  Steps 
ToAppDev2.0 


. 

■  Use  rich  Internet  applica¬ 
tions  to  improve  user  experi¬ 
ences. 

m  Give  users  the  power  to 
create,  edit  and  manipulate 
site  content  and  artifacts  via 
self-help  discussion  forums 
or  wikis. 

■  Directly  expose  users  to 
data  that  creates  value,  such 
as  customer  purchase  prefer 
ences  and  product  inventory 
levels. 

SOURCE:  FORRESTER  RESEARCH  INC. 
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submit  and  rank  news  items, 
is  also  updated  far  more 
often  than  traditional  IT  ap¬ 
plications  —  about  once  ev¬ 
ery  week  or  two,  said  CEO 
Chris  McGill. 

In  fact,  “long  term”  for 
Mixx  means  a  product  road 
map  that  stretches  out  only 
six  months,  said  McGill, 
who  founded  the  McLean, 
Va.,  firm  in  2007  after  stints 
as  general  manager  of  Ya¬ 
hoo  News  and  vice  presi¬ 
dent  of  strategy  at  Gannett 
Co.’s  USA  Today  newspaper. 

The  Mixx.com  develop¬ 
ment  team,  which  meets 
daily  to  discuss  the  previous 
day’s  work,  uses  the  Scrum 
agile  development  method. 


5  Let  the  users,  not  the  de¬ 
velopers,  determine  new 
features. 

Top  Internet  companies 
like  Amazon.com  Inc.  and 
Google  Inc.  release  new 
features  to  small  subsets 
of  users  and  then  compare 
their  feedback  to  the  experi¬ 
ences  of  control  groups.  The 
companies  say  the  method 
provides  much  better  vali¬ 
dation  for  new  features  and 
products  than  customer 
surveys  or  even  discussions 
between  users  and  product 
managers. 

Mixx.com  hopes  one  day 
to  follow  the  same  process, 
McGill  noted,  adding  that 
it  has  already  moved  to 
take  advantage  of  a  com¬ 
munity  formed  by  its  users. 


Mixx  uses  the  community 
as  a  “24/7  focus  group”  to 
bounce  ideas  off  its  mem¬ 
bers,  he  added. 

SHIFTING  OPINIONS 

Although  most  large  com¬ 
panies  are  unlikely  to  flock 
quickly  to  Web  2.0  devel¬ 
opment  techniques  —  and 
some  applications  would  not 
be  a  good  fit  for  this  meth¬ 
odology,  observers  acknowl¬ 
edged  —  some  are  starting 
to  realize  the  merits  of  these 
new  processes.  That’s  the 
message  of  a  July  1  survey  of 
more  than  1,300  developers 
that  Glastonbury,  Conn.- 
based  TopCoder  Inc.  con¬ 
ducted  for  Computerworld. 

In  the  survey  of  develop¬ 
ers  taking  part  in  a  recent 
TopCoder  online  coding 
competition,  an  overwhelm¬ 
ingly  majority  (70%)  of 
the  respondents  said  that 
traditional  corporate  devel¬ 
opment  teams  could  benefit 
from  Web  2.0  techniques, 
specifically  the  incremental 
feature  releases,  quick  user 
feedback  loops  and  quality 
assurance  programs  that 
include  users. 

What’s  more,  57%  of 
the  respondents  said  that 
problem-solving  and  ana¬ 
lytical  skills  will  be  key  re¬ 
quirements  for  next-genera¬ 
tion  developers,  while  18% 
cited  the  need  to  work  with 
online  communities.  Mean¬ 
while,  24%  said  that  code 
generation  is  the  key  long- 
range  development  skill. 

Gribbons  said  that  cor¬ 
porate  use  of  application 
development  2.0  techniques 
—  especially  the  focus  on 
the  user  —  could  be  criti¬ 
cal  to  reducing  the  number 
of  IT  development  projects 
that  are  scrapped  before 
completion. 

As  he  pointed  out,  “no 
other  industry  would  accept 
a  failure  rate  that  we  have  in 
our  industry.”  ■  / 
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Vendors  to  IT: 

No  Economic 
Stimulus  Packages 
For  You 

As  the  economic  news  gets 
bleaker,  IT  execs  aren’t  get¬ 
ting  many  price  breaks  from 
vendors.  And  in  some  cases, 
prices  are  actually  going  up. 

By  Patrick  Thibodeau 


■  NEWS  ANALYSIS 


ON  THE  SAME  day  last 
week  that  Federal 
Reserve  Chairman 
Ben  Bernanke  gave 
a  gloomy  assessment  of  the 
U.S.  economy  to  members  of 
a  House  committee,  SAP  AG 
announced  plans  to  shift  all 
of  its  users  to  a  new  support 
plan  that  will  increase  their 
software  maintenance  fees. 

SAP’s  price  increase  (see 
story,  page  8)  isn’t  the  only 
one  users  are  facing.  Oracle 
Corp.  raised  the  list  prices 
of  some  of  its  key  products 
by  15%  or  more  last  month. 
And  last  week,  Emerson 
Network  Power  hiked  the 
price  of  some  of  its  data¬ 
center  cooling  and  power 
systems  by  5%,  passing 
along  the  higher  costs  it’s 
paying  for  raw  materials. 

Such  actions  beg  the  ques¬ 
tion:  Are  IT  vendors  out  of 
touch  with  reality? 

As  the  economy  goes 
from  bad  to  worse,  many 
IT  managers  are  seeking 
new  terms  and  price  breaks 
from  vendors,  and  some  are 
delaying  planned  hardware 
upgrades  and  application 
deployments.  But  judging 
from  interviews  with  nearly 
a  dozen  IT  managers,  the 
economic  problems  aren’t 
resulting  in  a  buyer’s  market 
for  IT  just  yet. 

For  instance,  Phil  Chuang, 
IT  director  at  the  home 
health  care  division  of 
Sacramento-based  Sutter 
Health,  plans  to  seek  price 
reductions  from  his  tech¬ 
nology  suppliers  as  part  of 
his  negotiating  strategy. 
However,  he  said,  “I  don’t 
see  vendors  really  changing 
their  behavior  at  this  point.” 

Chuang  and  other  users 
said  that  vendors  of  IT 
equipment  and  applications 
that  could  easily  be  replaced 
with  other  products  are  like¬ 
ly  to  face  particularly  tough 
negotiations  in  the  current 
economic  climate. 


On  the  flip  side,  open- 
source  vendors,  software- 
as-a-service  (SaaS)  provid¬ 
ers  and  outsourcers  could 
see  new  opportunities  as 
users  move  to  maintain  or 
improve  their  IT  capabilities 
while  reining  in  costs. 

IT  execs  also  may  put 
some  purchases  on  hold 
while  their  companies  ride 
out  the  economic  storm. 
Chuang,  for  one,  still  has  a 
laptop  refresh  in  his  budget 
for  next  year.  But  he  said 
the  planned  upgrade  is  low 
on  his  priority  list  and  may 
well  “slip”  to  a  later  time. 

Similarly,  Tridel  Corp. 

CIO  Ted  Maulucci  decided 
to  postpone  the  usual  three- 
year  replacement  cycle  on 
laptops  at  the  Toronto-based 
condominium  builder  this 
year.  The  end-user  perfor¬ 
mance  gains  don’t  justify  an 
upgrade  during  an  economic 
downturn,  Maulucci  said. 


Matthew  Kesner,  chief 
technology  officer  at  law 
firm  Fenwick  &  West  LLP  in 
Mountain  View,  Calif.,  said 
the  prices  he’s  seeing  from 
IT  vendors  “continue  to  go 
up,  not  down.”  That  prob¬ 
ably  results  partly  from  on¬ 
going  consolidation  among 
vendors  of  legal  applica¬ 
tions,  Kesner  added. 

“The  big  companies  are 
getting  bigger,”  giving  them 
more  leverage  with  users, 
he  said. 

But  like  some  of  his  peers, 
Kesner  is  considering  a 
range  of  options.  For  in¬ 
stance,  he’s  interested  in  the 
possibility  of  using  an  on¬ 
line  service  to  help  offload 
some  of  the  250TB  of  data 
that  he  now  stores,  although 
he  said  a  compelling  offer¬ 
ing  hasn’t  surfaced. 

Some  vendors  are  re¬ 
sponding  to  the  economic 
downturn,  according  to  IT 


managers  such  as  Greg  Mor¬ 
rison,  CIO  at  media  con¬ 
glomerate  Cox  Enterprises 
Inc.  in  Atlanta. 

“I’m  not  sure  it’s  a  buyer’s 
market  yet,”  Morrison  said. 
But  he  added  that  some  of 
the  vendors  he  deals  with 
“are  acknowledging  the 
difficult  economic  environ¬ 
ment  by  proactively  reach¬ 
ing  out  to  customers  with 
cost-reduction  suggestions.” 
Most  of  that  activity  is  fo¬ 
cused  on  maintenance  costs, 
as  opposed  to  new  product 
sales,  Morrison  said. 

Kevin  Bott,  CIO  at  Ryder 
System  Inc.,  a  Miami-based 
transportation  and  logistics 
services  provider,  said  that 
IT  pricing  is  “definitely 
more  in  favor  of  the  buyers” 
now  than  it  had  been  over 
the  past  couple  years. 

“We’re  seeing  bigger  dis¬ 
counts  than  we  normally 
see,”  Bott  said,  pointing  to 
substantial  savings  on  tele¬ 
communications  costs  as  an 
example.  But  Bott,  an  SAP 
user,  added  that  he’s  still 
paying  “pretty  hefty”  soft¬ 
ware  maintenance  fees. 

Guido  Sacchi,  CIO  and 
senior  vice  president  of  cor¬ 
porate  strategies  at  Compu- 
Credit  Corp.  in  Atlanta,  is 
another  user  who  said  he 
has  seen  vendors  are  show¬ 
ing  a  greater  willingness  to 
work  with  him  on  pricing. 

But  Sacchi  is  also  con¬ 
sidering  new  technologies, 
including  open-source  and 
Google  applications.  And  he 
has  started  piloting  desktop 
virtualization  software  that 
he  hopes  will  arm  him  with 
better  data  about  application 
usage  at  CompuCredit.  If  a 
particular  app  isn’t  getting 
the  use  it  should,  Sacchi 
plans  to  ask  the  vendor  to 
lower  its  license  fee. 

Even  in  a  tough  economy, 
he  said,  “if  you  go  back  to 
the  negotiating  table,  you 
better  have  data.’’* 
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When  your  company  is  on  one  network,  it  can  be  truly  flexible.  Expand,  move 
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How  Green  Is  Your  UPS? 


ERVERS,  SWITCHES  and  routers  certainly  suck  up  a  lot  of 
electricity.  But  according  to  power  engineers  at  Cleveland- 
based  Eaton  Corp.,  all  that  hardware  actually  accounts  for  less 
than  a  third  of  your  data  center’s  electricity  demand.  Your 
HVAC  and  power  management  systems  gobble  up  the  rest. 


So,  if  you  want  to  go  green,  more- 
efficient  computer  and  network  sys¬ 
tems  aren’t  enough. 

One  place  to  start  is  with  your  un¬ 
interruptible  power  supply,  says  Pe¬ 
dro  Robredo,  product  line  manager 
at  Eaton’s  power  quality  division.  He 
says  the  company’s  transformerless 
UPS  9395  825  kVA  is  more  efficient 
because  transformers  squander  kilo¬ 
watts  and  take  up  a  lot  of  real  estate. 

Fred  Miller,  another  Eaton  product 
line  manager,  says  combining  the 


Eaton  claims  its  transformerless  UPS 
saves  power  and  space. 


UPS  9395  825  and  its  power  distribu¬ 
tion  unit,  which  handles  power  loads 
for  each  rack  of  servers,  can  get  you 
to  98.5%  power  efficiency. 

Pricing  is  implementation-specific. 

An  Engine  for  Ruby 

The  hottest  thing  in  software  devel¬ 
opment?  It’s  not  Web  services.  It’s 
not  .Net.  It’s  Ruby  on  Rails. 

Ruby  is  the  open-source  program¬ 
ming  language,  Rails  is  the  Ruby- 
built  open-source  development 
framework.  Combined,  they  make 
the  most  efficient  development  envi¬ 
ronment  available,  advocates  assert. 
And  it’s  hot  enough  for  a  Web  host¬ 
ing  company  to  be  dedicated  to  run¬ 
ning  applications  built  with  it. 

Engine  Yard  Inc.  has  a  staff  of  75 
to  run  two  data  centers  in  North 
America  hosting  Ruby  on  Rails  apps; 
another  is  being  built  in  London.  Ac¬ 
cording  to  Lance  Walley,  CEO  of  the 
two-year-old  start-up,  developers  are 
flocking  to  Ruby  on  Rails  because  it 


would  take  them  more  time  to  write 
apps  in  Java  or  .Net.  ! 

But  why  do  Ruby  on  Rails  ap¬ 
plications  deserve  a  special  hosting 
operation?  Alas,  Ruby 
has  some  deficien¬ 
cies,  Walley  says.  For 
example,  it  doesn’t 
use  computing  re¬ 
sources  as  efficiently 
as  other  languages,  so 
scaling  apps  can  be  a 
problem.  But,  he  says, 
his  data  center  crews 
are  experts  at  scaling 
Ruby  apps.  Engine 
Yard  specialists  also 
know  how  to  test  the  stability  of 
Ruby  on  Rails  apps  with  existing 
open-source  tools.  Their  knowledge 
of  the  development  environment 
can  be  critical,  Walley  says,  because 
Ruby  on  Rails  is  poorly  documented 
in  many  areas,  such  as  interacting 
with  apps  written  in  Java  or  .Net. 

A  “slice”  (CPU,  memory,  storage 
and  such)  of  San  Francisco-based 
Engine  Yard’s  data  center  starts  at 
$399  per  month. 


Ruby  on  Rails 
deserves  a 
dedicated  hosting 
service,  Walley 
contends. 


Reduce  App/OS  Size 

Lynn  LeBlanc  wants  you  to  think 
small. 

The  CEO  of  FastScale  Technol¬ 
ogy  Inc.  in  Santa  Clara,  Calif.,  says 
there’s  no  reason  to  load  an  entire 
operating  system  when  an  applica¬ 
tion  will  use  just  a  fraction  of  its 
resources.  With  the  FastScale  Com¬ 
poser  Suite,  you  create  dynamic  ap¬ 
plication  bundles,  or  DABs,  that  are 
up  to  95%  smaller  than  a  full  app/OS 
combination  but  give  you  all  the 
functions  you  need. 

FastScale’s  repository  strips  out 
the  parts  of  the  operating  system 
your  application  doesn’t  need  and 
provisions  your  servers  accordingly. 

LeBlanc  claims  the  process  takes 
only  a  few  minutes. 

FastScale  Version  2.1  supports 
Windows  Server  2003  as  well  as 
Linux,  and  it  can  provision  only  those 
parts  you  need  for  a  packaged  app, 
such  as  WebLogic.  If  a 
workload  calls  for  a  func¬ 
tion  that  has  been  removed,  ©  MORE  BUZZ 
FastScale  is  smart  enough 

to  grab  it  from  the  reposi-  the  On  the  Mark  blog: 

,  ..  .  r«  •  i  blogs.computerworld. 

tory  so  it  can  execute.  Pric-  Com/hall 
ing  starts  at  $30,000.  ■  * - - — - - 
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Converging  IT 

and  Business 


Business  Service 
Management  sets 
a  place  for  IT  at  the 
business  round  table 


OR  DECADES,  CIOs  and  senior  IT 

managers  have  struggled  to  align  IT  with  business 
strategies.  Today,  the  pressure  to  do  so  is  greater  than 
ever.  Global  competition,  economic  uncertainty,  and 
increasing  demand  are  intensifying  the  requirement 
that  IT  operate  as  a  business  enabler. 

Searching  for  a  strategy  to  unite  IT  and  the  busi¬ 
ness,  and  thereby  driving  real  growth  while  improving 
service,  a  growing  number  of  CIOs  are  turning  to 
Business  Service  Management  (BSM).  Central  to  this 
strategy  are  the  integration  of  IT  management  disci¬ 
plines,  process  automation,  and  the  use  of  business 
values  to  measurelT  success.  This  comprehensive 
approach  is  delivering  the  level  of  services  the  dynamic 
business  world  requires. 

To  more  deeply  probe  the  emerging  BSM  environ- 


Importance  of  BSM  Benefits 

Please  rate  the  following  benefits  of  BSM  on  their  importance  to  your  organization. 


Aligns  IT  with  business 
Improves  end-user  satisfaction 
Improves  communications 


oves  communications  - - - j- 

between  departments 


Overall  cost  savings  for  IT  department  \m 


Improves  predictablilty 
Reduces  downtime  in  IT  department 
Helps  IT  operators  priortize  tasks 
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ment,  including  its  value  proposition  and  core  enabling 
projects,  Computerworld  teamed  with  CA  and  IDG 
Research  to  conduct  a  unique  survey  of  BSM  adoption 
in  large  organizations. 

The  survey  results,  which  are  available  in  a  white 
paper  and  as  a  slide  presentation  (see  download  offer  in 
box  below),  paint  a  clear  picture  of  BSM  winning  the 
hearts  and  minds  of  CIOs  seeking  to  match  the  highest 
quality  services  with  business  needs.  More  important, 
BSM  offers  CIOs  a  clear  path  away  from  managing 
devices  and  applications  as  the  main  focus  and  toward 
orchestrating  the  management  of  all  infrastructure 
components  to  support  business  services. 

Specifically,  two-thirds  of  the  Computerworld  survey 
of  1 10  senior  IT  managers  have  either  already  adopted 
BSM  or  are  planning  to  do  so  within  the  next  12 
months.  And  while  “better  alignment  of  IT  and  the 
business”  was  cited  most  often  as  the  key  driver  of 
BSM  adoption,  half  of  the  respondents  cited  the  use  of 
commonly  accepted  best  practice  standards  within 
BSM  as  a  key  driver.  These  drivers  include  ITIL,  COBIT 
and  Six  Sigma. 

Some  of  the  more  compelling  findings  of  this 
research  are  presented  in  the  chart  below.  Here  we  see 
the  unique  value  proposition  of  BSM  as  it  relates  to  spe¬ 
cific  business  benefits  first  and  foremost-benefits  such 
as  greater  predictability,  elevated  end-user  satisfaction, 
faster  time  to  market,  and  of  course  optimal  IT-busi- 
ness  alignment. 

Perhaps  the  greatest  BSM  benefit  measurement  lies 
in  the  often-elusive  competitive  advantage  that  many 
early  adopters  of  BSM  have  realized.  This  advantage  is 
gained  not  only  from  greater  business  agility  and  per¬ 
formance,  but  also  from  an  IT  environment  that  is  truly 
a  means  to  an  end.  And  that  is  the  truest  alignment  of 
IT  and  the  business. 


Download  the  entire  white  paper  and  other  BSM  resources  now! 


Want  to  download  and  read  the  entire  White  Paper  based  on  the  Computerworld  BSM  Research  Study  as  well 
as  interviews  with  users  and  analysts?  Go  to  www.computerworld.com/solutions/ca  for  a  free  copy.  You  can  also 
download  a  slide  deck  containing  slides  of  all  the  key  research  findings  and  you  can  click  on  a  highly  informative, 
brief  video  overview  of  the  core  value  proposition  of  BSM.  In  addition  to  these  downloads,  you’ll  can  view  both 
a  short  and  long  version  of  an  interview  with  two  of  the  most  prominent  and  knowledgeable  BSM  authorities  - 
all  at  no  charge.  Just  enter  this  address  in  your  navigation  bar:  www.computerworld.com/solutions/ca. 


IT  drives  your  business.  So  naturally,  it  consumes  your  thoughts.  Customers,  on  the  other  hand,  shouldn't  need  to 
think  about  it  at  all.  They  just  expect  great  service.  Our  approach  to  Business  Service  Management  helps  ensure  they 
get  it,  by  managing  IT  services  based  on  their  impact  to  your  business.  That  way,  with  your  service  commitments 
fully  in  sync  with  your  business  demands,  you'll  be  able  to  give  your  customers  that  most  coveted  and  elusive  of  all 
service  experiences:  complete  satisfaction.  Of  course,  we'll  know  the  source  of  that  satisfaction  is  really  your  very 
own  IT  department.  Learn  more  and  get  the  latest  white  papers  at  ca.com/bsm. 


CA  World  08:  November  16-20 
Register  at  caworld.com 
by  September  19  and  save  $200 
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Transforming 
«  IT  Management 


Name:  Robert  Madge 

Title:  President 

Company:  IDTrack 

Location:  Barcelona,  Spain 

Favorite  book:  Tess  of  the 
d’Urbevilles 

Role  model:  Bill  Hewlett 

Ask  him  to  do  anything  but . . . 
“Deceive  people.” 

Favorite  nonwork  pastime: 
Mountain  biking 

Favorite  vacation  spot: 

St.  Lucia 


■  THE  GRILL 

Robert  Madge 

The  Token  Ring  pioneer  talks  about 
his  high-flying  days,  his  company’s 
collapse  and  how  strengths  can 
sometimes  become  weaknesses. 


Does  the  name  Robert  Madge  mean 
anything  to  you?  It  probably  rings  a  bell, 
if  a  distant  one.  Madge  was  the  founder 
of  Madge  Networks  Inc.,  which  in  the 
late  ’90s  was  the  market  leader  in  Token 
Ring  networking  technology.  The  once 


high-flying  company  has  since  met  the 
same  fate  as  that  of  Token  Ring  itself: 
near  oblivion. 

Since  leaving  his  namesake  company 
in  2001,  Madge  has  won  acclaim  in  the 
field  of  RFID  and  tracking  technology. 


You  left  Madge  Networks  in  2001.  Why? 

By  2001,  the  company  had  not  succeed¬ 
ed  in  the  attempts  I  had  made  to  diver¬ 
sify.  We  had  this  very  strong  focus  on 
Token  Ring  local  networking,  which 
was  a  very  successful  strategy  so  long 
as  people  bought  Token  Ring. 

We  made  some  attempts  to  diver¬ 
sify.  One  was  where  we  purchased  a 
company,  Lannet,  that  put  us  more 
into  Ethernet  and  other  local-area  net¬ 
working.  Also,  we  invested  heavily  in 
[Asynchronous  Transfer  Mode]  tech¬ 
nology.  Those  were  completely  differ¬ 
ent  directions.  And  neither  effort  suc¬ 
ceeded,  for  different  reasons.  It  wasn’t 
the  right  strategy  for  us  to  broaden  our 
range  when  we  didn’t  have  the  same 
scale  as  many  other  players  in  the 
arena. 

Also,  the  trend  was  moving  away 
[from  the  question  of]  which  was  the 
underlying  protocol  to  a  focus  on  just 
Internet  Protocol.  So  customers  were 
choosing  solutions  based  on  it  just  be¬ 
ing  an  IP  strategy. 

The  issue  of  the  underlying  strategy 
of  Token  Ring  or  Ethernet  or  anything 
else  was  starting  to  become  much  less 
relevant. 

And  at  that  point,  Cisco  was 
very  clearly  becoming  the  dominant 
IP  supplier.  We  didn’t  have  a  router 
range,  so  we  weren’t  a  player  in  that 
game.  And  it  was  too  late  to  diversify 
into  a  technology  that  was  already 
established. 

Continued  on  page  24- 


22  C0MPUTERW0RLD  JULY  21,  2008 


. 


BSiiili 


AMD 

Opteron 


? 


rWsi 


mm 


f4  •; 


NATIVE  THINKING  ABOUT  POWER  AN 

V'.i,  .  ■:/;» 


D  COOLING: 


Take  the  heat  off  of  your  increasing  power  and  cooling  costs  wit 

u  can  add  a  variety  of  StorageWorks  Storage  Blades  for  a  complete  solution.  The  c3000  works  almost  anywhere  by  simply  plugging 
directly  into  a  standard  power  outlet— with  no  additional  cooling  requirements. 


M 


that  helps  you  avoid  risk  while  helping  to  reduce  costs.  How  cool  is  that? 


Technology  for  better  business  outcomes. 


To  learn  more,  call  1-888-277-9618  or  visit  hp.com/go/BeReady66 


■  THE  GRILL !  ROBERT  MADGE 


MThe  reason 
why  I  didn’t 
see  the  writ 
ing  on  the  wall  when 
the  best  thing  to  do 
was  to  sell  the  com¬ 
pany  is  probably  the 
same  reason  why  I 
built  the  company  in 
the  first  place. 


Continued  from  page  22 

That  explains  the  problems  you  were  fac¬ 
ing,  but  not  why  you  left.  Well,  I  oversaw 
the  decline  of  the  company,  and  I  guess 
I  was  out  of  ideas.  Token  Ring  was  still 
playing  pretty  strong,  but  by  the  late 
’90s,  the  writing  was  on  the  wall  and 
had  been  on  the  wall  for  a  while.  And 
then  sales  started  to  decline. 

Two  years  later,  in  2003,  the  company 
filed  for  bankruptcy  protection.  Any  in¬ 
sights  on  that?  I  moved  out  completely, 
so  I  don’t  have  any  association  with 
the  management  of  the  company.  I 
had  been  running  that  company  for  15 
years,  and  I  had  taken  it  up,  but  unfor¬ 
tunately  I  had  taken  it  down  as  well. 

I  needed  a  clean  break. 

The  company  was  restructured  as  Madge 
Inc.,  and  in  2006  was  acquired  by  Net¬ 
work  Technology  in  the  U.K.  and  merged 
into  that  company’s  Ringdale  arm  under 
the  Madge  name.  Were  you  concerned 
about  their  keeping  that  name?  There 
are  good  and  bad  issues  about  nam¬ 
ing  a  company  after  yourself.  It  made 
me  that  much  more  committed.  It  had 
my  name  on  it,  so  of  course  I  would 
be  judged  by  the  company.  And  that’s 
what  happened,  even  when  I  wasn’t 
with  the  company.  So  obviously,  if  I 
was  going  to  be  completely  detached, 
I’d  rather  it  didn’t  carry  my  name.  But 
that  was  not  my  option.  The  name  was 
the  property  of  the  company. 

In  hindsight,  was  there  anything  you 
could  have  done  differently  that  would 
have  saved  the  company  from  the 
downslide?  With  hindsight,  I  could 
always  speculate,  but  I  couldn’t  prove 
anything.  But  I’m  sure  I  should  have 
found  ways  for  the  company  to  do  bet¬ 
ter  than  it  did. 

The  fundamental  issue  was  that  we 
had  success  by  focusing  on  one  area  of 
technology,  and  as  that  area  of  technol¬ 
ogy  turned  out  to  have  a  limited  life¬ 
time  with  no  natural  progression  path, 
it  was  up  to  me  and  the  other  members 
of  the  management  team  to  find  a  fu¬ 
ture  path. 

We  clearly  spent  money  in  areas  that 
didn’t  produce  a  return. 

If  you  had  stuck  with  a  Token  Ring-only 
strategy,  do  you  think  that  would  have 


prolonged  the  life  of  the  company?  No. 

We  could,  perhaps,  have  just  dispersed 
cash  to  shareholders,  but  I  don’t  think 
as  a  survival  strategy  just  sticking  with 
Token  Ring  was  a  viable  option. 

What  lesson  did  you  learn  from  the  expe¬ 
rience  with  Madge  Networks  that  might 
be  applicable  to  IT  professionals?  I  try 

to  be  objective.  Although  I  don’t  nec¬ 
essarily  believe  it  emotionally,  if  you 
step  back  and  look  at  it,  a  logical  move 
for  a  company  whose  technology  is 
going  into  decline  but  has  a  customer 
base,  and  hasn’t  been  able  to  find  a  way 
to  evolve  the  company,  would  be  to 
merge  with  or  be  sold  to  another  com¬ 
pany.  In  hindsight,  it  would  have  been 
the  logical  course. 

Did  you  make  any  attempt  to  do  that? 

No.  To  me,  the  company  was  very  per¬ 
sonal.  I  put  my  name  on  it,  and  I  came 
from  a  culture  where  companies  were 
for  life.  So  I’m  sure  that  emotionally,  I 
wasn’t  in  a  good  position  to  consider 
objectively  whether  it  should  be  sold 
or  not. 

People’s  weaknesses  and  strengths 
are  normally  the  same  things.  It  all 
depends  on  the  context  whether  they 
turn  out  to  be  strengths  or  weaknesses. 
The  reason  why  I  didn’t  see  the  writ¬ 
ing  on  the  wall  when  the  best  thing  to 
do  was  to  sell  the  company  is  probably 
the  same  reason  why  I  built  the  com¬ 
pany  in  the  first  place. 

When  you  left  in  2001,  what  did  you  do? 

I  went  and  dug  the  garden.  I  didn’t  re¬ 
ally  start  any  new  activity  for  a  couple 
of  years. 

How  did  you  make  out  financially?  Net 

loss  from  Madge  Networks.  If  you  look 
at  it  in  purely  cash  terms,  I  put  quite  a 
lot  more  money  into  Madge  Networks 
than  I  ever  got  out.  But  that’s  partly 
because  at  some  point  in  time,  I  took 
some  money  out  and  invested  it  else¬ 
where  and  made  more  money.  And  the 
more  money  I  made,  I  basically  plowed 
it  all  back  into  Madge,  at  a  time  when 
Madge  was  going  bad. 

Were  you  financially  secure  when  you 
left  in  2001?  Certainly  not  in  the  way  I 
might  have  hoped. 

—  Interview  by  Don  Tennant 
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in  your 

HP  StorageWorks  4400  Enterprise  Virtual  Array  is  here, 
zes  up  to  96TB  of  storage —across  numerous  storage  servers  and 
ifying  storage  management  and  speeding  access.  Less 
re  freedom.  Technology  for  better  business  outcomes. 


Up  to  96TB  virtual  storage  capacity. 

•  Enterprise-class  performance 

•  Over  30%  better  capacity  utilization1* 

•  Up  to  75%  less  time  needed  to 
configure  and  manage* 

•  Easy  application  integration 


u 

Now's  the  time  for  virtual  storage. 
Visit  hp.com/go/virtualstorage6 
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m  OPINION 

Scot  Finnic 


Microsoft’s 
Turning  Point 


MICROSOFT  IS  probably  standing  at  its  most 

important  crossroads  ever,  just  when  Bill  Gates 
is  waving  goodbye. 

Well,  actually,  Microsoft  has  been  missing 
Gates  for  a  long  time. 


Something  happened  af¬ 
ter  the  2004  antitrust  rul¬ 
ing,  both  to  the  company 
and  to  its  longtime  vision¬ 
ary  —  call  it  a  loss  of  focus. 
You  have  to  wonder  now 
whether  Microsoft  can  get 
back  to  its  old  confident 
ways  without  its  founder’s 
guidance. 

It’s  not  that  Gates  was 
a  brilliant  programmer 
or  even  an  uncanny  tech 
prognosticator.  His  genius 
combined  adherence  to 
Microsoft’s  “own  the  plat¬ 
form”  strategy,  a  fine  ap¬ 
preciation  of  business  and 
technical  opportunities, 
impressive  customer  focus, 
and  an  unflinching  will¬ 
ingness  to  own  up  to  stra¬ 
tegic  mistakes  and  swiftly 
rectify  them.  For  the  most 
part,  Gates’  instincts  and 
talents,  along  with  excel¬ 
lent  timing,  have  served 
Microsoft  very  well. 

But  somewhere  along 
the  way,  something 
changed.  After  the  anti¬ 
trust  ruling,  Microsoft 
took  a  new  tack,  focusing 
mostly  on  larger  IT  cus¬ 


tomers  at  the  expense  of 
smaller  companies  and 
corporate  end  users.  The 
company  reeled  through 
the  Windows  Vista  devel¬ 
opment  cycle  and  dropped 
the  ball  on  its  Internet 
search  effort,  MSN.  It 
became  something  it  had 
never  been:  a  company 
focused  on  conserving  its 
base  and  making  short¬ 
term  profits,  with  no  at¬ 
tention  paid  to  charting  a 
long-term  strategy. 

It’s  become  stylish  to 
bash  Microsoft.  But  15 
years  ago,  it  was  one  of  the 
best  companies  in  tech. 
Write  its  success  off  to 
anticompetitive  tactics  if 
you  like,  but  I  was  there. 
What  was  equally  true  was 
that  many  of  Microsoft’s 
big  competitors  —  such 
as  IBM,  Lotus  and  Word¬ 
Perfect  —  missed  the  boat. 

■  Yahoo  is  be¬ 
coming  Moby 
Dick  to  Micro¬ 
soft’s  Ahab. 


Microsoft  stayed  focused 
on  what  customers  want¬ 
ed,  and  it  continued  to  up¬ 
date  its  products  with  that 
in  mind.  Microsoft  made 
products  easier  and  more 
fun  to  use  (or  what  passed 
for  fun  in  those  days). 

Today,  the  company 
has  allowed  that  winning 
formula  to  fall  away.  The 
search  business  passed 
Microsoft  by,  and  Gates 
missed  his  cue  to  rectify 
the  error. 

Instead,  Microsoft’s 
decisions  have  been  short¬ 
sighted:  It  has  turned  soft¬ 
ware  antipiracy  measures 
into  a  strategic  initiative;  it 
has  delivered  Web-based 
“Live”  products  that  re¬ 
quire  a  program  installed 
on  the  client;  and  its  CEO, 
Steve  Ballmer,  has  asserted 
that  Linux  infringed  on 
Microsoft’s  intellectual 
property.  These  are  not 
the  hallmarks  of  a  com¬ 
pany  leading  the  technol¬ 
ogy  industry  with  strategic 
vision. 

So  now  Microsoft  wants 
to  buy  Yahoo,  badly? 


Where  was  that  kind  of 
conviction  in  2005?  Deep- 
pocketed  Google  has 
already  won  that  war.  (It’s 
not  by  chance  that  it  did 
so  by  iteratively  refining 
its  products  to  make  them 
easier  and  more  fun  to 
use.)  In  the  words  of  Ken 
Mingis,  Computerworld’ s 
managing  news  editor, 
Yahoo  is  becoming  Moby 
Dick  to  Microsoft’s  Ahab. 
While  Ballmer  and  team 
are  obsessed  by  the  fish 
that  got  away  —  Internet 
search  and  ad  sales  — 
Google  is  slowly  plotting 
its  way  into  Microsoft’s 
enterprise  business. 

Microsoft  needs  to  get 
its  mojo  back  —  to  regain 
its  customer  focus.  But  it’s 
not  alone  in  failing  to  do 
so.  The  entire  IT  indus¬ 
try  could  use  inspiration. 
Tweaking  your  software 
license  to  increase  profits 
is  not  innovation.  And 
leadership  isn’t  putting  a 
stake  in  the  ground  with  a 
promise  of  delivering  a  key 
new  enterprise  technology 
to  box  out  smaller  com¬ 
petitors.  That’s  the  very 
essence  of  shriveled,  short¬ 
term  thinking. 

IT  customers  expect  an 
industry  leader  to  do  more 
than  rest  on  its  laurels. 

It’s  time  for  Microsoft 
and  other  big  IT  vendors 
to  ante  up  some  big-time 
vision  and  R&D  that  deliv¬ 
ers  significant  innovation. 
Anything  less  is  just  mind¬ 
ing  the  store  until  the  next 
leader  arrives.  ■ 

Scot  Finnie  is  Computer- 
world’s  editor  in  chief.  You 
can  contact  him  at  scot_ 
finnie@computerworld.com. 
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When  You 
Need  It  Most 


SunGard  Availability  Services  help  your  business  move  forward  with 
the  most  advanced  and  wides^choice  of/nformation  availability  options 
in  the  industry 


From  virtualization  to  hot  sites  to  n 
does  it  all.  And  it’s  all  we  do.  Tha 
applications  and  systems  and  fits  yo 


cation  ajfd  vaultifg— SuflGard  Availability  Services 
of  fofus  help!  ensurl  high  availability  of  data, 
ed^nd  budfet  precisely. 


When  we  partner  with  you,  you  worry!  less  about  the  road  ahead.  Here’s  why: 
a  track  record  of  100%  successful  recoveries;  over  60  facilities  with  redundant 
power  connected  to  SunGard’s  secure  global  network;  and  more  than  20,000  end- 
user  positions  in  facilities  across  North  America  and  Europe.  SunGard  Availability 
Services— the  information  availability  solution  for  businesses  that  must  run  non-stop. 
Keep  moving,  call  1-800-468-7483  or  visit  www.availability.sungard.com. 


SUNGARD 

Availability  Services 

Keeping  People 
and  Information 
Connected T 

a  COVER  STORY 
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ILLUSTRATIONS  by  mark  matcho 


IT  HAS  BEEN  JUST  over  a 
year  since  the  introduction 
of  Version  3  of  the  IT  Infra¬ 
structure  Library  (ITIL).  The 
update  to  ITIL,  a  framework 
for  best  practices  in  IT  ser¬ 
vice  delivery,  was  intended 
to  sharpen  its  focus  and  attract  a  new 
group  of  followers. 

So  did  it?  Well,  yes  and  no.  Early 
adopters  have  mostly  high  praise  for 
ITIL  Version  3.  It  is  broader,  deeper 
and  better  organized,  and  users  say 
its  “life  cycle”  approach  to  IT  service 
delivery  is  a  major  improvement  over 
Version  2’s  more  narrow  focus  on  day- 
to-day  operations  and  its  disjointed 
collection  of  point  prescriptions. 

Still,  not  all  users  of  Version  2  have 
rushed  to  adopt  Version  3,  which  its 
authors  call  a  “refresh.” 

Many  say  they  are  happy  with  the 
older  version  of  ITIL  because  they 
have  patched  its  shortcomings  with 
other  methodologies  and  homegrown 
remedies.  And,  they  say,  a  comprehen¬ 
sive  adoption  of  any  version  of  ITIL 
is  a  huge  task,  often  requiring  a  major 
cultural  change  inside  IT. 

ITIL  was  created  in  the  late  1980s  by 
an  agency  of  the  British  government, 
now  called  the  Office  of  Government 
Commerce  (OGC),  as  a  way  to  describe 
a  systematic  approach  to  the  provision¬ 
ing  and  management  of  IT  services. 
ITIL  became  popular  in  Europe  during 
the  1990s  but  didn’t  catch  on  in  the  U.S. 
until  well  after  2000. 

ITIL  was,  and  remains,  literally  a 
library  of  books,  though  the  OGC  also 
offers  a  raft  of  ITIL-related  materials 
on  its  Web  site. 

Published  in  2001,  Version  2  focuses 
on  two  pillars  of  IT  infrastructure  and 
operations:  service  support  and  service 
delivery.  It  prescribes  best  practices 
for  incident,  change,  capacity  and  con¬ 
figuration  management.  Using  those 
best  practices,  companies  found  that 
they  were  able  to  improve  and  stan¬ 
dardize  their  data  center  operations. 

But  important  topics  such  as  se¬ 
curity,  financial  management,  the 
relationship  between  IT  services  and 
business  value,  and  links  between  ITIL 
and  other  process  disciplines  got  only 
lip  service,  if  that,  in  ITIL  v2. 

And  Version  2  tended  to  say  what  to 
do  without  specifying  exactly  how  to 
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do  it.  Many  companies  liked  that  ap¬ 
proach,  saying  it  gave  them  freedom  to 
adapt  ITIL  to  their  unique  situations, 
but  others  complained  that  it  left  too 
much  to  the  imagination. 

In  2000,  Microsoft  Corp.  put  some 
of  the  “how  to”  into  the  Microsoft  Op¬ 
erations  Framework  (MOF),  its  exten¬ 
sion  and  enhancement  of  ITIL  tailored 
to  Microsoft  IT  environments. 

IMMMMRMHMMHMVMNKNMNNMNNNMMHHMMnMMHHMMNMM 

VERSION  3  TO  THE  RESCUE 

Version  3  sweeps  aside  many  of  those 
earlier  criticisms.  It  is  more  specific  as 
to  how  its  advice  might  be  carried  out, 
turning  v2’s  theories  into  specifics  by 
including  business-case  examples  and 
templates  for  capturing  information.  It 
also  provides  performance  metrics  and 
workflow  examples. 

“What  v3  has  done  is  integrate 
ITIL’s  different  components  much 
better,”  explains  Robert  Humphrey, 
global  process  governance  director  at 
Computer  Sciences  Corp.  “With  the 
introduction  of  the  life-cycle  model, 
which  covers  strategy  through  design 
through  to  continuous  improvement, 
ITIL  provides  a  much  more  natural 
flow,”  he  says.  “Now  it  gives  equal  im¬ 
portance  to  all  the  elements.” 

ITIL  v3  has  expanded  the  concept 
of  IT  service  delivery  from  day-to-day 
operations  to  five  life-cycle  phases 
(each  with  its  own  guidebook):  strat¬ 
egy,  design,  transition  (which  covers 
implementation  and  change),  opera¬ 
tions  and  continual  improvement. 

And  at  the  strategy  end  of  things,  v3 
specifically  invites  the  business  man¬ 
ager  into  the  process  by  asking  IT  to 
base  the  design,  maintenance  and  evo¬ 
lution  of  IT  services  on  the  business 
objectives  of  the  organization.  ROI, 
business  metrics  and  business  benefits 
are  covered  in  much  greater  detail. 

Evelyn  Hubbert,  an  analyst  at  For¬ 
rester  Research  Inc.,  says  v3  will  ac¬ 
celerate  the  already  rapid  adoption  of 
ITIL.  She  says  that  ITIL  is  here  to  stay 
in  part  because  “there  is  nothing  else.” 

So  is  it  time  to  get  on  the  ITIL  v3 
bandwagon?  Experienced  users  offer 
the  following  advice: 


1  Don’t  abandon  your  Version  2 
efforts.  Companies  that  have 
patched  and  supplemented  ITIL 
v2  over  the  years  may  feel  little 
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urgency  to  use  v3.  Phyllis  Drucker, 
director  of  consolidated  services  at 
AutoNation  Inc.,  says  the  car  retailer 
filled  some  gaps  in  v2  with  Microsoft’s 
MOF  and  some  homegrown  processes. 
The  result  is  a  “very  robust”  and  in¬ 
tegrated  set  of  processes  for  change, 
capacity  and  service  design  manage¬ 
ment,  she  says. 

Will  she  scrap  v2  and  MOF?  “No,” 
Drucker  says.  “We’ll  lay  v3  over  our 
processes  and  see  if  there  are  any  gaps.” 

Progress  Energy  Inc.  has  been  work¬ 
ing  with  ITIL  v2  for  six  years.  “But 
there’s  still  a  lot  we  haven’t  imple¬ 
mented,”  says  Sheri  Cassidy,  manager  of 
process  engineering  services. 

According  to  Cassidy,  whose  unof¬ 
ficial  title  is  ITIL  program  manager, 

“To  someone  just  getting  into  v3,  I’d  say 
don’t  view  it  as  a  replacement  for  v2; 
view  it  as  a  wrapper  or  a  supplement.” 

She’ll  continue  with  v2  and  some 
extracurricular  efforts  that  were  under 
way  before  v3’s  arrival  but  are  now 
included  in  the  refresh,  such  as  a  more 
prescriptive  approach  to  knowledge 
management,  service  catalog  manage¬ 
ment,  transition  management,  continu¬ 
ous  improvement  and  templates  for 
things  such  as  service-level  agreements. 

Alan  Claypool,  manager  of  business 
applications  for  the  city  of  Tampa, 

Fla.,  has  been  getting  into  ITIL  v2  for 
the  past  18  months.  He’s  starting  with 
mostly  old  legacy  applications  running 
on  old  legacy  operational  procedures. 

“We  have  a  framework  for  opera¬ 
tions,  and  in  many  ways,  it’s  success¬ 
ful,”  he  says.  “But  it’s  not  a  structured 
framework  that  can  guarantee  the  qual¬ 
ity  of  outcome  each  time  and  [allow  us 
to]  do  continuous  improvements.” 

Claypool  plans  to  get  further  into  v2 
before  going  headlong  into  v3,  but  he 
and  his  staff  have  already  begun  work¬ 
ing  their  way  through  the  v3  service 
strategy  book.  He  explains,  “We  started 
into  design  and  realized  we  didn’t  have 
our  strategy  on  solid  ground,  so  we 
stepped  back  into  strategy.  What’s  so 
nice  about  v3  is  that  it  really  takes  you 
back  to  the  basics  of  business,  and  then 
you  design  your  service  to  meet  those.” 

Do  get  started  on  v3.  It’s  worth  it. 

Users  say  that  the  most  impor- 
$)>'"’  tant  advance  in  v3  is  its  firm 

iiSS  linkage  of  IT  services  to  the 


What  are  the  ITIL  v3  books,  and 
what  do  they  cost? 

These  are. 'the books,  in  order  of  use;: 

The  official  introduction  to  ITIL:  Service 
Life  Cycle  ($60) 

Service  Strategy  (S 170) 

Service  Design  ($170) 

Service  Transition  ($170) 

Service  Operation  ($170) 

Continual- Service  Improvement  ($170) 
(Prices  assume  $2  per  British  pound.) 

The  books  are  available  as  paperbacks  or 
PDFs  for  the  same  price.  Online  subscrip¬ 
tions  to  ITIL  materials  are  available  as  well. 


Where  can  I  get  them? 

They  are  available  from  the  U.K.  Office  of 
Government  Commerce. 


Is  there  a  user  group? 

Yes.  there  is.  The  IT  Service  Management 
Forum  International  ( http://itsmfi.org )  is  a 
not-for-profit  organization  that  focuses  on 
the  dev  opment  and  promotion  of  ITIL 
and  IT  service  management  best  prac¬ 
tices,  standards  and  qualifications,  The 
organization  was  formed  in  the  U.K.  in 
1991  and  now  has  chapters  in  37  coun¬ 
tries.  Not  limited  to  ITIL.  it  embraces  other 
standards  and  disciplines  as  welt,  such  as 
ISO  20  30. 

Wher  can  I  get  ITIL  training  and 
support? 

A  number  of  firms  offer  these  services, 

A  leader  is  Pink  Elephant  Inc.,  which 
provides  training,  consulting,  publications 
and  conferences  in  ITIL  and  IT  service 
management. 

-  GARY  ANTHES 


business  side  of  the  organization. 

Hewlett-Packard  Co.  uses  ITIL  for 
its  internal  operations  and  the  services 
it  provides  clients.  David  Cannon,  IT 
service  management  practice  princi¬ 
pal  at  HP  and  co-author  of  the  Service 
Operation  book  in  ITIL  v3,  says  that  to 
the  extent  v2  talked  at  all  about  return 
on  investment,  it  was  always  in  terms 
of  cost  savings,  and  that  a  focus  on 
the  cost  of  an  IT  service  says  nothing 
about  the  value  of  that  service  to  the 
business.  “But  v3  focuses  instead  on 
what  the  service  specifically  is  trying 
to  achieve,”  he  says. 

Cannon  says  v3  helps  match  IT 
service  costs  not  with  “outputs,”  such 
as  the  number  of  invoices  produced, 
but  with  “outcomes”  —  the  value  of 
improved  cash  flow,  for  instance.  “V3 
gives  you  a  lot  of  guidelines  as  to  how 
to  break  down  your  services,  how  to 
map  them  to  outcomes  and  how  to  cost 
the  services,”  he  says. 

Dale  Ott,  director  of  service  man¬ 
agement  for  Sarasota  County  Govern¬ 
ment  and  Schools  in  Florida,  says  the 
best  thing  about  the  new  ITIL  is  its 
expansion  from  service  operations  to 
include  the  phases  of  service  design 
and  rollout,  as  well  as  the  linkages  of 
those  to  the  business.  He  said  v3  has 
already  provided  a  new  framework  for 
helping  his  department  review  some 
applications  recently  put  in  place,  like 
an  intranet  for  the  county. 

“We  can  look  at  these  and  say,  ‘I 
don’t  think  I  really  asked  all  the  right 
questions  before  I  launched  this  thing.’ 
We  have  several  things,  like  Vista  and 
[Microsoft]  Office  ’07,  on  the  horizon, 
and  how  to  do  those  well  is  what  v3 
offers  us,”  Ott  says. 


3  Look  at  the  tools.  As  ITIL  has 
evolved,  a  variety  of  IT  ven¬ 
dors  have  developed  tools  that 
support  its  premises.  Tampa’s 
Claypool  says  his  early  work  with  ITIL 
v2  was  slowed  by  a  lack  of  automated 
software  to  support  vital  elements 
such  as  a  configuration  management 
database.  “Now,”  he  says,  “you  can 
actually  go  out  and  buy  a  product  that 
matches  up  with  the  ITIL  structure. 
That  helps  tremendously.” 

Cassidy  hails  the  better  integration 
of  topics  in  v3  and  says  that’s  aided 
by  a  similar  advance  in  support  tools.  . 
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She  says  Progress  Energy  in  August 
will  begin  using  Service-now.com, 
a  Web-based  utility  that  supports 
ITIL  v3  practices.  “It  has  much  more 
integration  between  different  [ITIL] 
processes,”  Cassidy  says.  “You  could 
be  in  problem  management  but  want 
to  update  a  change  ticket,  and  it’s  very 
seamless.” 

In  fact,  Cassidy  challenges  the  man¬ 
tra  that  companies  going  into  ITIL 
should  get  their  processes  down  pat 
before  looking  for  tools  that  fit  them. 
“We  got  into  ITIL,  and  by  our  third 
year,  we  realized  that  our 
tools  were  not  allowing  us 
to  do  some  of  the  things  we 
wanted  to  do,”  she  says.  “In 
hindsight,  we  could  have 
made  much  faster  progress 
had  we  had  better  tools.” 

HMHR 

4  Prepare  for  culture 
shock.  “Our  No.  1 
challenge  is  chang¬ 
ing  our  culture,” 
says  the  city  of  Tampa’s 
Claypool.  The  difficulty, 
he  says,  lies  in  changing  an 
IT  mind-set  that  believes 
current  practices  are  good 
enough  when  they  could  be 
much  better. 

In  nearby  Sarasota,  Fla., 

ITIL  has  been  in  place 
eight  years  —  long  before  it 
gained  popularity  elsewhere 
in  the  U.S.  “Gartner  didn’t 
even  have  it  on  the  hype- 
cycle  chart  in  2000,”  says 
Bob  Hanson,  CIO  for  Sara¬ 
sota  County.  Now  the  coun¬ 
ty  has  mastered  the  basics  of 
ITIL  v2,  but  “it  hasn’t  been 
easy,”  Hanson  says.  “It’s  not 
the  process  itself;  it’s  the 
human  side.  The  traditional  model  is 
that  the  IT  person  doesn’t  mind  play¬ 
ing  the  hero  role”  —  that  is,  swooping 
in  to  save  the  day  when  processes  run 
amok.  “And  ITIL  usurps  the  hero  role 
by  putting  structure  in  place.” 

Hanson’s  advice:  “You  have  to  tell 
your  people  what’s  in  it  for  them.  Get¬ 
ting  them  out  of  hero  mode  does  sim¬ 
plify  their  life  in  the  long  run.” 

Tampa  is  just  getting  started  on 
ITIL  but  is  not  reaching  out  to  pricey 
consultants.  Says  Claypool,  “We  are 


working  with  Sarasota  County.  We  are 
looking  at  their  processes  and  saying, 
‘County  and  city  are  pretty  similar; 
let’s  just  photocopy  their  processes  and 
see  if  they  are  different  from  our  own 
and  should  be  tailored.’  ” 


I  Don’t  expect  to  find  everything 
in  v3  -  or  like  everything  you 
find.  Cassidy  acknowledges 
that  v3  doesn’t  do  everything. 
For  example,  she  says  she  failed  to 
find  information  about  how  to  set  up 
an  IT  architecture  review  board.  Cas¬ 


sidy  also  considers  v3  to  be  weak  in  its 
treatment  of  project  management.  “It’s 
mentioned  in  several  of  the  v3  books, 
but  the  integration  between  project 
management  and  the  ITIL  processes  is 
still  kind  of  squishy,”  she  says. 

While  many  people  praise  v3’s 
broader  scope,  at  least  one  user  is 
not  impressed  with  the  book  on  ser¬ 
vice  strategy,  a  topic  new  to  v3.  “It’s 
my  pet  hate,”  says  CSC’s  Humphrey. 
“There  isn’t  a  lot  of  process  in  there. 

It  lacks  the  practicality  you  get  in 


the  more  mature  areas.” 

Humphrey  says  v3  is  weak  in  its 
treatment  of  business  continuity  as 
well.  “Unless  you  have  sorted  out  busi¬ 
ness  continuity,  IT  service  continuity 
has  no  anchor,”  he  says. 

He  adds  that  it  also  falls  short  on 
governance,  but  a  coming  supplement 
will  better  address  linkages  between 
ITIL  and  things  like  the  audit-oriented 
Cobit  (Control  Objectives  for  Informa¬ 
tion  and  Related  Technology). 

HP’s  Cannon  says  current  work 
to  enhance  ITIL  v3  —  perhaps  for  a 
Version  4  —  is  focused  on 
expanding  the  framework’s 
scope  beyond  data  center 
operations  to  other  areas 
of  technology,  such  as 
telecommunications  and 
mobile  devices.  That  will 
become  increasingly  impor¬ 
tant  as  computing  continues 
its  long  trend  toward  decen¬ 
tralization,  he  says. 

For  example,  a  future  ver¬ 
sion  of  ITIL  could  help  an 
insurance  company  whose 
IT  services  include  captur¬ 
ing  and  processing  claims 
data  and  photographs  from 
field  agents  via  handhelds. 

Cannon  says  the  authors 
of  v3  decided  not  to  address 
specific  technologies,  such 
as  iPods,  and  adds  that  new, 
rapidly  evolving  processing 
approaches,  such  as  service- 
oriented  architectures,  were 
also  deliberately  omitted. 

But  that  will  change.  V3  is 
intended  to  have  a  shelf  life 
of  eight  to  10  years,  but  it  will 
be  accompanied  over  time  by 
topic-specific  “complemen¬ 
tary  guides,”  he  says. 

Sarasota  County’s  Ott  speculates 
that  now  that  ITIL  has  been  broadened 
to  embrace  business  concepts  more 
rigorously,  it  may  be  applicable  even 
outside  of  IT,  to  any  situation  where  a 
team  of  people  is  providing  a  service 
to  customers.  It  could  be  applied  in  a 
call  center,  for  example,  and  not  just  to 
those  parts  of  the  center  that  are  strict¬ 
ly  IT-based.  “We’ve  all  talked  about  the 
loss  of  service  in  the  U.S.,”  Ott  says.  “I 
think  this  is  a  way  to  structurally  put  it 
back  in  place.”  ■ 
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Six  Stu 


Dumb  but  common  monetary  mistakes 
and  how  to  avoid  them.  By  Mary  K.  Pratt 


IVEN  the 
murky  eco¬ 
nomic  outlook, 
budgetary  ef¬ 
ficiency  is  an  in¬ 
creasingly  important  part  of 
every  IT  leader’s  job.  In  fact, 
according  to  “The  State  of 
Enterprise  IT  Budgets:  2008,” 


a  March  report  from  Gartner 
Inc.,  75%  of  enterprises  say 
improving  the  efficiency  of  IT 
is  a  critical  or  high  priority. 

Think  you  have  the  bud¬ 
get  covered?  So  did  many 
others,  who  nonetheless 
found  themselves  explain¬ 
ing  missteps  that  cost  hun¬ 


dreds  of  thousands  —  even 
millions  —  of  dollars. 

Here  are  some  of  the  things 
they  learned  not  to  do: 

1  ALWAYS  SAY  YES. 

Acceding  to  constant 
demands  can  send  the 
budget  spiraling  out 


of  control,  says  Mike  Gor- 
sage,  a  partner  and  regional 
technology  practice  leader 
at  Tatum  LLC,  an  Atlanta- 
based  executive  services 
and  consulting  firm. 

Gorsage  cites  the  case  of 
a  hospital  where  the  CIO 
worked  under  a  directive 
to  fulfill  all  requests.  “The 
senior  executives  told  IT  if 
someone  needs  something, 
just  get  it  done,”  he  says. 

As  a  result,  planned  proj¬ 
ects  accounted  for  about 
10%  of  the  $100  million 
budget,  while  unplanned 
work  sucked  down  a  stag¬ 
gering  30%.  And  just  over 
60%  went  to  maintenance. 
Best-practices  models  in¬ 
dicate  that  70%  should  be 
spent  on  maintenance,  25% 
on  planned  projects  and 
only  5%  on  unanticipated 
demands,  Gorsage  says. 

The  tipping  point  came 
when  IT  suffered  a  costly 
failure  on  a  big  project  —  a 
failure  that  stemmed  from 
all  those  helter-skelter  proj¬ 
ects,  Gorsage  says. 

“Finally,  the  CIO  and  se¬ 
nior  management  figured 
they  had  to  put  in  strong 
governance,  but  it  took  six  or 
seven  months  of  pain  to  get 
that  done,”  Gorsage  says.  The 
new  rigorous  approval  and 
planning  process  brought  the 
hospital’s  IT  spending  closer 
to  that  75/25/5  split. 

PLAN  TO  STOP  SPEND¬ 
ING  ONCE  PROJECTS  00 
LIVE.  Underestimat¬ 
ing  the  work  needed 
after  a  project  goes  live  is 
the  No.  1  problem  with  IT 
budgets,  says  Ken  Gabriel, 
a  partner  and  global  lead 
for  the  ERP  advisory  unit  at 
KPMG  International,  a  glob¬ 
al  network  of  professional 
services  firms. 

It  can  leave  companies 
with  budget  overruns  of  up 
to  20%,  he  says  —  hardly 
pocket  change  when  proj- 
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ects  cost  millions  of  dollars. 

Gabriel  worked  with  one 
utility  company  that  real¬ 
ized  just  two  weeks  before 
the  completion  of  its  new 
$200  million  SAP  imple¬ 
mentation  that  it  hadn’t  bud¬ 
geted  for  postdelivery  needs 
such  as  working  out  bugs 
and  training  staffers. 

“They  had  planned  to  get 
rid  of  consultants  that  day 
[when  it  went  live],  and  they 
realized  that  it  wasn’t  going 
to  be  possible,”  Gabriel  says. 

IT  leaders  had  to  ask  the 
board  for  $2  million  to  bring 
back  about  15  consultants 
and  cover  the  costs  of  the  20 
internal  IT  folks  needed  for 
that  postproject  work. 

PLAN  AND  SPEND 
LOCALLY.  Local  con¬ 
trol  guarantees  that 
local  needs  are  met, 
but  it  adds  significant  costs  to 
the  bottom  line.  Just  ask  Ran¬ 
dy  Headrick,  director  of  com¬ 
munications  and  information 
and  CIO  for  the  Air  National 
Guard  (ANG)  at  Andrews  Air 
Force  Base  in  Maryland. 

Headrick  says  the  ANG 
didn’t  have  a  central  budget 
or  procurement  process  for 
its  IT  network,  so  buying 
decisions  were  left  up  to 
individuals  at  each  of  its  88 
bases  and  250  smaller  units. 

“We  were  heading  toward 
a  network  that  wasn’t  con¬ 
gruent,”  Headrick  says. 

It  was  also  becoming  in¬ 
creasingly  costly. 

Since  he  centralized  bud¬ 
geting  and  procurement  in 
2007,  Headrick  has  been  get¬ 
ting  better  volume  prices  He 
also  has  a  more  secure  infra¬ 
structure  that’s  easier  and 
cheaper  to  maintain  because 
components  are  standard¬ 
ized.  The  ANG  is  spending 
about  30%  less  for  the  same 
capacity  than  it  did  under 
the  distributed  process. 

“We  have  a  stronger,  more 
secure,  more  robust,  more 


current  network,  and  it’s  not 
costing  us  as  much  money,” 
Headrick  says. 

DON’T  PLAN  FOR 
BUSINESS  INTELLI¬ 
GENCE  OR  REPORTING. 

“People  under¬ 
budget  BI  and  reporting 
needs.  They  focus  on  the 
processes,  and  they  think 
they  can  get  back  to  the  re¬ 
porting,”  says  John  Larkin, 
a  former  CIO  who’s  now  a 


partner  at  TPP  Global  Ser¬ 
vices  LLC,  a  consultancy  in 
Westwood,  Mass. 

He  once  worked  with  a 
company  undergoing  a 
$3  million  ERP  implementa¬ 
tion  that  also  called  for 
operational  control-type 
reporting  and  dashboards 
for  operational  monitoring. 

Project  leaders  assumed 
that  the  bulk  of  that  work 
could  be  done  by  internal 


resources,  but  they  failed  to 
consider  that  they  were  tied 
up  on  implementing  the  new 
system.  As  a  result,  the  com¬ 
pany  had  to  spend  $600,000 
on  consultants  to  handle  the 
BI  and  reporting  require¬ 
ments,  Larkin  says. 

“It’s  hard  to  get  a  major 
project  like  ERP  justified, 
so  there’s  a  bias  toward  as¬ 
suming  that  the  internal 
resources  can  do  more  than 
they  can,”  he  warns. 


5  BANK  ON  BIG  SAVINGS 
FROM  OVERSEAS  OUT¬ 
SOURCING.  Many  in 
IT  have  yet  to  learn 
that  there’s  a  limit  to  the 
savings  offshore  outsourc¬ 
ing  can  really  deliver,  so 
they  set  unrealistic  expecta¬ 
tions,  relying  on  inflated  fig¬ 
ures  or  best-case  scenarios 
that  are  too  good  to  be  true. 

Larkin  says  he  worked 
with  one  midsize  company 


that  had  based  its  IT  budget 
on  expectations  of  a  whop¬ 
ping  60%  savings  from 
sending  application  and 
maintenance  work  to  India. 

When  the  actual  sav¬ 
ings  turned  out  to  be  20% 
to  30%,  the  IT  execs  were 
left  scrambling  to  squeeze 
money  from  other  places  to 
cover  budget  overruns. 

“Clearly,  getting  an  ex¬ 
perienced  adviser,  getting 
benchmarks  and  talking  to 
others  could  help  get  more 
accurate  numbers,”  Larkin 
says. 

DON’T  CONSULT; 
ASSUME.  Even  if 
your  budget  smarts 
are  top-notch,  other 
company  leaders  can  cause 
you  trouble. 

When  a  handful  of  ex¬ 
ecutives  devised  a  plan  to 
expand  Denver-based  Fron¬ 
tier  Airlines  Inc.  by  adding 
a  new  regional  airline,  the 
group  decided  to  keep  its 
plans  quiet,  says  Bob  Rapp, 
who  was  the  company’s  vice 
president  and  CIO  in  2006. 

So  the  group  didn’t  con¬ 
sult  with  Rapp,  who  report¬ 
ed  to  the  chief  financial  of¬ 
ficer,  until  after  the  board  had 
approved  the  project  and  its 
financing.  That’s  when  Rapp 
saw  that  the  technology  as¬ 
sumptions  were  way  off. 

The  plan  didn’t  include 
an  industry-specific  system 
operations  control  center, 
a  Federal  Aviation  Admin¬ 
istration  requirement  for 
the  new  division.  The  cost: 
About  $1  million  to  build  the 
facility  and  then  another  $1 
million  per  year  to  operate 
it,  according  to  Rapp. 

Thereafter,  he  began  re¬ 
porting  directly  to  the  CEO 
to  help  prevent  similar  over¬ 
sights.  ■ 

Pratt  is  a  Computerworld 
contributing  writer  in 
Waltham,  Mass.  Contact  her 
at  marykpratt@verizon.net. 
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■  MOBILE  &  WIRELESS 


The  Packet  unfolds  into  a 
cross-shaped  smart  phone. 
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Motion  powers  the  Atlas  Kinetic. 


Meet  Tomorrows 

Mobile  Phones 


Old  Ma  Bell  would  hardly  recognize  these 
futuristic  upstarts.  By  Brian  Nadel 


he  cookie-cut¬ 
ter  approach  to 
designing  mobile 
„J8k-  phones  could  dis¬ 
appear  in  the  next  few  years 
as  designers  get  more  daring 
and  more  personal. 

“All  phones  today  do  the 
basics  well,”  says  Shiv  Bakh- 
shi,  an  analyst  at  research 
firm  IDC.  “But  that  won’t  be 
enough  in  the  future.” 

We  asked  a  dozen  design¬ 
ers  and  industry  leaders 
to  predict  how  mobile 
phones  will  change  and  to 
guess  when  the  technol¬ 
ogy  behind  the  new  con¬ 
cepts  will  be  available. 

Here  are  some  con¬ 
cept  phones,  which,  like 
concept  cars,  are  meant  to 
demonstrate  new  ideas,  not 
serve  as  prototypes  of  actual 
soon-to-be-released  devices. 


Nokia  Corp.’s  Morph  is 
made  of  flexible  materials 
that  mimic  the  suppleness 
of  spider’s  silk.  It  is  designed 
to,  well,  morph  between 
what  looks  like  a  traditional 
mobile  phone  and 
a  bracelet. 

“Using 
nano¬ 


technology,  the  phone  can 
change  its  personality  to  be¬ 
come  whatever  is  most  suit¬ 
able  for  the  task  at  hand,” 
says  Tapani  Ryhanen,  head 
of  strategic  research 
at  the  Nokia 


The  Morph  in 
.bracelet  form.. 


Research  Center  in  Ruohol- 
ahti,  Finland. 

The  phone’s  electronics 
are  expected  to  be  so  small 
that  they’ll  be  invisible  to 
the  naked  eye.  This  will  let 
designers  make  the  phone 
transparent,  Ryhanen  says. 

The  Morph  could  also  help 
you  live  more  healthfully, 
says  Nokia.  An  array  of  mi¬ 
croscopic  sensors  could  mea¬ 
sure  environmental  hazards, 
such  as  carbon  dioxide  levels, 
or  sense  a  diabetic’s  blood- 
sugar  balance. 

■  TECHNOLOGY  TIMELINE: 
Seven  to  15  years 


Created  by  Massimo  Mar- 
razzo  of  Turin,  Italy-based 
design  firm  Biodomotica, 
the  Handphone  has  a  micro¬ 
phone  shaped  like  a  ring 
that  slips  on  the  end  of  your 
pinky.  The  speaker  is  on  an¬ 
other  ring  that  slips  on  your 
thumb,  and  a  circular  phone 
controller  and  radio  sit  on 
the  back  of  your  hand,  held 
on  by  elastic  string. 

Anyone  who  has  ever 
motioned  toward  his  mouth 
and  ear  with  outstretched 
pinky  and  thumb  to  imitate 
making  a  call  will  know 
how  to  use  Handphone. 
“The  gesture  is  natural  for 
people,”  says  Marrazzo. 

By  definition,  Handphone 
is  not  hands-free,  but  dial¬ 
ing,  picking  up  and  hanging 
up  can  be  done  with  voice- 
activated  controls. 

■  TECHNOLOGY  TIMELINE: 
Available  now 


The  P-Per  is  a  thin  device 
that  looks  like  two  iPhones 
glued  together.  “It  has  a 
[touch]  screen  on  each  of  its 
two  sides,”  says  Karole  Ye 
of  independent  design  firm 
Chocolate  Agency,  in  Shen¬ 
zhen,  China.  “Mobile  phone 
and  messaging  are  on  one, 
and  a  camera  on  the  other.” 
■  TECHNOLOGY  TIMELINE: 
Three  or  four  years 


Istanbul,  Turkey-based 
designer  Emir  Rifat  Isik’s 
Packet  phone  is  a  foldable 
device  that’s  about  a  centime¬ 
ter  thick  and  just  5  centime¬ 
ters  (about  2  inches)  square 
when  it’s  folded  up. 

“The  idea  was  to  put  all 
the  possible  functions  in 
the  smallest  area  and  make 
them  easy  to  use,”  says  Isik. 

If  you  fold  open  the  top 
and  bottom  squares,  the 
Packet  looks  like  a  traditional 


flip  phone  with  a  speaker  and 
screen  at  the  top,  a  micro¬ 
phone  at  the  bottom  and  a 
dial  pad  in  the  middle. 

If  you  want  to  type  an 
e-mail  or  surf  the  Web,  you 
fold  open  the  two  sides  to 
create  a  cross-shaped  smart 
phone.  There’s  a  split  key¬ 
board  at  the  sides,  a  pointer 
at  the  center  and  a  screen  at 
the  top.  “All  interaction  will 


be  by  touching  the  screens,” 
says  Isik. 

■  TECHNOLOGY  TIMELINE: 

A  couple  of  years 


James  Scott,  a  researcher  at 
Microsoft  Research  Cam¬ 
bridge  in  England,  is  devel¬ 
oping  a  phone  with  force 
sensors  embedded  at  corners 
so  that  hand  actions  like 
stretching,  squeezing  and 
bending  can  be  used  as  com¬ 
mands.  For  instance,  you 


could  turn  the  phone  on  and 
off  by  squeezing  or  pulling 
it,  or  advance  a  Web  page  by 
twisting  the  device. 

One  of  the  advantages 
of  this  technology  is  that  it 
saves  space  because  there’s 
no  need  for  push  buttons, 
Scott  says.  That  leaves  more 
room  for  the  screen. 

■  TECHNOLOGY  TIMELINE: 

A  decade,  if  the  research  pans  out 
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How  would  you  like  a 
phone  that  doesn’t  run  out 
of  power  —  or  at  least  can 
run  much  longer  than  cur¬ 
rent  phones  without  being 
recharged? 

Ricardo  Baiao  of  Lisbon, 
Portugal,  who  works  for 
Cincinnati-based  Designer- 
ID,  is  taking  an  interesting 
approach  to  developing  such 
a  device.  His  Atlas  Kinetic 
concept  phone  will  draw 
power  from  the  motions 
the  user  makes  while  walk¬ 
ing,  running  or  even  sitting 
down. 

Like  the  self-winding 
watches  of  the  1960s,  it  has 
built-in  weights,  rotors  and 
springs  that  generate  power 
whenever  it’s  shaken  or 
moved.  That  power  runs  a 
generator  that  charges  the 
battery. 

A  number  of  other  cre¬ 
ative  approaches  to  power¬ 
ing  phones  are  also  emerg¬ 
ing.  For  instance,  Apple 
recently  received  a  patent 
for  a  unique  solar-powered 
phone.  The  device’s  screen 
would  generate  power  with 
invisible  photovoltaic  layers 
that  would  gather  the  sun’s 
light  —  or  a  room’s  artificial 
lighting. 

■  TECHNOLOGY  TIMELINE: 

Unknown 


The  designs  of  the  phones 
of  tomorrow  are  limited 
only  by  the  imaginations  of 
today’s  developers,  who  are 
constantly  looking  for  new 
and  innovative  ways  to  put 
together  the  necessary  soft¬ 
ware  and  hardware. 

“Big  improvements  in 
phone  technology  are  com¬ 
ing,”  IDC’s  Bakhshi  says. 
“What  you  can  imagine  to¬ 
day  will  be  possible  on  a  cell 
phone  tomorrow.”  ■ 

Nadel  is  a  freelance  writer 
based  near  New  York  and  is 
the  former  editor  in  chief  of 
Mobile  Computing  &  Com¬ 
munications  magazine. 
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■  SECURITY  MANAGER’S  JOURNAL  I  MATHIAS  THURMAN 


For  Once,  Some 

Incontestable  FH 

Return  on  investment  can  be 

elusive  in  infosec.  But  a  disaster 

averted  is  a  blessing  in  disguise. 


Return  on 
investment 
can  be  tough 
to  calculate 
in  the  realm 
of  information  security. 
Usually,  you  can’t  do  much 
more  than  point  to  some 
“soft”  ROI,  such  as  an  im¬ 
proved  security  posture 
for  the  company  or  the 
marketing  advantage  of 
being  able  to  tout  how  se¬ 
cure  your  products  are. 

So,  I  think  any  security 
manager  would  feel  good 
about  hitting  the  ROI  jack¬ 
pot,  as  we  recently  did. 

The  investment  in  this 
case  was  our  data  leak 
prevention  infrastructure, 
which  we  rely  on  for  de¬ 
tecting  attempts  to  send 
any  of  our  intellectual 
property  out  of  the  com¬ 
pany.  For  a  while,  the  tech¬ 
nology  was  hit-or-miss  for 
us;  as  with  any  intrusion- 
detection  software,  this 
technology  is  prone  to 
false  positives  until  it’s 
tuned  properly.  That  can 
result  in  the  “boy  who 
cried  wolf”  syndrome. 

The  return  on  this  in¬ 
vestment  came  when  one 
of  my  analysts  picked  up 
an  indication  that  one  of 
our  employees  was  send¬ 


ing  a  company  service 
manual  to  his  personal 
Web-based  e-mail  account. 
Our  service  manuals 
(many  are  in  PDF  form) 
are  among  the  crown 
jewels  of  our  intellectual 
property.  Approximately 
35%  of  our  overall  revenue 
comes  from  servicing  the 
equipment  we  sell,  and 
our  technicians  rely  on 
our  service  manuals  when 
they  conduct  the  various 
calibrations  and  measure¬ 
ments  related  to  the  proper 
operation  of  our  tools. 

The  employee  in  ques¬ 
tion  worked  in  one  of  our 
Southeast  Asian  offices.  A 
large  portion  of  our  cus¬ 
tomer  base  is  in  Asia,  mak¬ 
ing  this  potential  breach 
even  more  significant. 

When  we  have  an  indi¬ 
cation  of  attempted  theft 
of  intellectual  property,  we 
immediately  begin  to  jour¬ 
nal  the  suspect’s  e-mail 
and  review  the  data  stored 
in  his  PC’s  home  directory. 

■  Evidence  of  solid, 
hard-dollar  ROI  is 
just  what  I  need  as  I 
seek  more  security 
investments. 


We  have  no  interest  in 
personal  e-mails  or  data, 
and  to  narrow  down  the 
search,  we  look  for  match¬ 
es  of  keywords  or  certain 
document  types. 

What  we  turned  up  was 
worrisome,  indeed.  We 
found  (with  the  help  of 
an  interpreter,  since  ev¬ 
erything  was  written  in  a 
language  none  of  my  team 
speaks)  a  presentation  for 
attracting  investors.  His 
business  plan  was  to  offer 
service  to  our  customers  at 
a  discounted  rate.  In  addi¬ 
tion,  several  e-mails  sug¬ 
gested  he  planned  to  lure 
many  of  our  company’s 
technicians  to  work  for 
him. 

MORE  EVIDENCE 

The  plot  thickened 
when  we  looked  at  the 
employee’s  instant  mes¬ 
saging  traffic.  (Employees 
are  informed  that  their 
instant  messages  may 
be  monitored  every  time 
they  log  on.)  There  were 
several  messages  between 
him  and  a  couple  of  other 
employees  he  was  appar¬ 
ently  partnering  with.  And 
one  of  their  conversations 
mentioned  attempting  to 
partner  with  one  of  our 


38  COMPUTERWORLD  JULY  21,  2008 


Trouble 

Ticket 

ISSUE:  An  attempted 
theft  of  intellectual  prop¬ 
erty  could  have  cost  the 
company  millions. 

ACTION  PLAN:  Lever¬ 
age  the  incident  for  more 
security  investments. 


competitors  to  offer  ser¬ 
vice  to  its  customers  as 
well. 

All  these  plans  were 
nipped  in  the  bud.  And  it’s 
clear  that  wouldn’t  have 
happened  if  not  for  the 
data  leak  prevention  tool. 
The  ROI  in  this  case?  Our 
calculations  showed  that 
we  stood  to  lose  several 
million  dollars  per  year  in 
revenue  if  the  employee’s 
plan  had  gotten  off  the 
ground.  Our  initial  invest¬ 
ment?  About  $200,000, 
including  the  salary  of  a 
full-time  analyst. 

That  sort  of  solid,  hard- 
dollar  ROI  is  just  what  I 
need  as  I  seek  more  invest¬ 
ments.  I  can  now  go  to  my 
C-level  manag¬ 
ers  and  show 
them  the  direct 
value  likely  to 
be  derived  from 
implementing 
rights  manage¬ 
ment  for  our  service  man¬ 
uals.  You  might  remember 
that  I  implemented  Micro¬ 
soft  Rights  Management 
Software  a  couple  of  years 
ago,  but  it  can’t  be  used  to 
protect  Adobe  PDF  files. 

Yes,  it’s  definitely  an 
ROI  jackpot.  I’ll  let  you 
know  whether  I  get  the 
payoff  in  the  end.  ■ 

This  week’s  journal  is  writ¬ 
ten  by  a  real  security  man¬ 
ager,  “Mathias  Thurman,” 
whose  name  and  employer 
have  been  disguised  for  ob¬ 
vious  reasons.  Contact  him 
at  mathias_thurman@ 
yahoo.com. 


(I  JOIN  IN 

To  join  in  the  discussions 
about  security,  go  to 

computerwoHd.cofli/ 

blogs/security 
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m  OPINION 

Bart  Perkins 

Management  Ducks 

DUCKS  ARE  subpar  employees  who  contribute  lit¬ 
tle  to  an  organization’s  productivity.  My  recent  col¬ 
umn  “IT  Full  of  Ducks?”  generated  many  respons¬ 
es  from  readers  reporting  ducks  in  management 
positions.  Ducks  are  indeed  found  at  all  levels  of  an  organiza¬ 
tion,  but  ducks  in  management  (DIM)  are  the  very  worst  kind. 


DIMs  can  do  big  damage 
in  the  following  ways: 

Wasting  time.  Since  they 
frequently  aren’t  very 
bright,  DIMs  often  want 
to  revisit  issues  that  oth¬ 
ers  consider  closed.  Like 
Dilbert’s  boss,  they  have 
endless  questions  and  call 
content-free  meetings. 

Squandering  resources. 
Rather  than  attempting 
to  do  a  few  things  well, 
DIMs  often  initiate  numer¬ 
ous  ill-conceived  projects 
that  consume  significant 
financial  and  employee 
resources.  This  defocuses 
(and  frustrates)  the  orga¬ 
nization. 

Decreasing  effective 
communication.  DIMs  of¬ 
ten  alienate  their  peers, 
customers  and  suppliers, 
which  can  significantly 
damage  communication 
(and  cooperation)  among 
organizations.  In  addition, 
they  frequently  blame  the 
bearer  of  bad  news,  which 
can  result  in  fewer  prob¬ 
lems  being  addressed. 

Damaging  your  reputation. 
Employees  and  peers  lose 
respect  for  managers  who 
do  not  spot  (and  address) 
DIMs. 


De-motivating  people.  Star 
employees  perform  best 
for  people  they  respect; 
they  hate  working  for 
DIMs.  Stars  always  have 
employment  options; 
many  will  choose  to  leave 
rather  than  work  for  a 
DIM.  And  it  doesn’t  take 
employees  long  to  deter¬ 
mine  their  manager’s  duck 
rating.  (It  took  my  daugh¬ 
ter  only  two  days  to  spot  a 
fifth  grade  Teacher  Duck.) 
Don’t  let  DIMs  drive  stars 
out  of  your  organization! 

Unfortunately,  it  is  often 
difficult  for  senior  man¬ 
agement  to  identify  DIMs. 
It  can  be  problematic  to 
determine  whether  man¬ 
agement  objectives  have 
actually  been  met,  since 
many  objectives  lack  ex¬ 
plicit  metrics.  Moreover, 
management  objectives 
are  frequently  subjective, 
making  it  hard  to  meet  the 
often  strict  HR  criteria  for 
firing  employees. 

■  Stars  always  have 
employment  options; 
many  will  choose 
to  leave  rather  than 
work  for  a  duck. 


And  there  are  additional 
obstacles,  like  these: 

■  Busy  executives  often 
don’t  have  (or  don’t  take) 
the  time  to  clearly  under¬ 
stand  each  subordinate 
manager’s  performance.  If 
a  DIM  works  in  a  separate 
location  and  “manages  up” 
well,  it  can  take  the  execu¬ 
tive  some  time  to  spot  him. 
This  is  especially  difficult 
in  matrixed  organizations. 

■  Managers  are  expected 
to  be  able  to  operate  inde¬ 
pendently,  against  broad 
objectives.  As  a  result, 
many  executives  have 
limited  day-to-day  contact 
with  subordinates,  letting 
DIMs  fly  under  the  radar. 

■  Many  performance 
management  systems  are 
ineffective,  valuing  timeli¬ 
ness  of  submissions  rather 
than  thorough  investiga¬ 
tion  and  evaluation  of  per¬ 
formance. 

■  Senior  executives  are 
sometimes  reluctant  to 
shoot  subordinate  man¬ 
agement  ducks,  because  it 
would  take  too  much  time 
and  effort  to  hire  a  replace¬ 
ment.  HR  often  requires 
painful  levels  of  scrutiny 
and  consensus  when  filling 


highly  compensated  man¬ 
agement  positions. 

A  comprehensive  perfor¬ 
mance  evaluation  process 
provides  an  effective  way 
to  locate  ducks.  A  360- 
degree  review  process 
combines  feedback  from 
an  employee’s  peers,  sub¬ 
ordinates  and  manager(s). 
Some  organizations  in¬ 
clude  input  from  custom¬ 
ers,  acknowledged  stars 
and  other  stakeholders.  For 
information  on  360-degree 
reviews,  see  Wikipedia 
and  the  U.S.  Office  of  Per¬ 
sonnel  Management  (www. 
opm.gov).  If  you  can’t  get 
rid  of  DIMs  easily,  assign 
them  performance  objec¬ 
tives  they  are  unlikely  to 
meet.  (Most  DIMs  can’t 
tell  the  difference.) 

It’s  critical  to  identify, 
eliminate  and  replace 
DIMs  before  they  do  irrep¬ 
arable  damage.  Corporate 
downsizing  and  outsourc¬ 
ing  efforts  have  placed 
many  good  managers  back 
on  the  market  (negating 
the  assumption  that  un¬ 
employed  managers  are 
ducks).  Don’t  tolerate 
ducks  at  any  level,  espe¬ 
cially  in  management. 
Search  for  competent  re¬ 
placements  ASAP.  Mean¬ 
while,  develop  internal 
support  for  shooting  your 
management  ducks.  Use  a 
360-degree  review  to  get 
your  gun  into  position, 
then  take  aim,  and  fire!  ■ 
Bart  Perkins  is  managing 
partner  at  Louisville,  Ky.- 
based  Leverage  partners 
Inc.,  which  helps  organiza¬ 
tions  invest  well  in  IT.  Con¬ 
tact  him  at  BartPerkins@ 
LeveragePartners.com. 
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MARKETPLACE 


One  day,  his  son  would 
speak  to  the  world. 

He  wanted  them 
to  understand. 


X 


Rosetta  Stone.The  fastest  and 
easiest  way  to  learn  C>//A/£S£. 


Only  Rosetta  Stone  uses  Dynamic  Immersion  to  teach  you  a  language  quickly  and  efficiently  without  tedious 
translation,  mindless  memorization  and  boring  grammar  drills. 

It's  the  world’s  leading  language-learning  software. 

•  You'll  experience  Dynamic  Immersion  as  you  match  real-world  images  to  words  spoken  by  native  speakers  so 
you'll  find  yourself  engaged,  and  learn  your  second  language  like  you  learned  your  first...  for  a  faster,  easier 

way  to  learn. 

•  Our  proprietary  Speech  Recognition  Technology  evaluates  your  speech  and  coaches 
you  on  more  accurate  pronunciation.  You'll  speak  naturally. 

•  And  only  Rosetta  Stone  has  Adaptive  Recall”  that  brings  back  material  to  help  you  where  you  need  it  most,  for 
more  effective  progress. 

See  the  world  in  a  whole  new  way.  Get  Rosetta  Stone— The  Fastest  Way  to  Learn  a  Language.  Guaranteed® 


31  Languages  Available 


SAVE  10%! 


100%  GUARANTEED 

SIX-MONTH  MONEY-BACK 

Level  1  Reg.  -$219-  NOW  $197 
Level  1&2  Reg.  ■$359'  NOW  $323 
Level  1.2&3  Reg.  -$499-  NOW  $449 


©2008  Rosetta  Stwte  Ltd.  All  rights  reserved  Patent  rights  pending  Prices  art  subject  to  change  without 
notice.  Six-Month  Money-Back  offer  is  limited  to  product  purchases  made  directly  from  Rosetta  Stone  and 
does  not  include  return  shipping  This  offer  does  not  apply  to  Rosetta  Stone  Online  or  Audio  CompauM" 
purchased  sepai  atefy  from  the  software  product  All  materials  included  wth  the  product  at  the  time  of 
purchase  must  be  returned  together  and  undamaged  to  be  eligible  tor  any  exchange  or  refund. 


Call 

(877)  270-5358 

Online 

RosettaStone.com/cws078 

RosettaStone  ® 

Use  promotional  code  cws078  when  ordering. 

Offer  expires  October  31,  2008. 

Your  message  works  in  the 
Marketplace  section! 


VBmntDirecf 


To  advertise,  call  212-655-5220  or 
email  temerson@ven.com 


♦  dozens  of  indexed,  unindexed,  fielded 
data  and  full-text  search  options 
(including  Unicode  support  for 
hundreds  of  international  languages) 

♦  file  parsers  /  converters  for 
hit-highlighted  display  of  all  popular 
file  types 

♦  Spider  supports  static  and  dynamic  web 
data;  highlights  hits  while  displaying 
links,  formatting  and  images  intact 

♦  API  supports  .NET,  C++,  Java,  databases, 
etc.  New  .NET  Spider  API 


The  Smart  Choice  for 
Text  Retrieval®  since  1991 


Desktop  with  Spider 
Network  with  Spider 
publish  for  CD/DVDs 
We b  with  Spider 

Engine  for  Win  &  NET 

Engine  for  Linux 


Contact  dtSearch  for 
fully-functional  evaluations 


♦  "Bottom  line:  dtSearch  manages  a 

terabyte  of  text  in  a  single  index 
and  returns  results  in  less  than  a 
second"  -  Info  World 

♦"For  combing  through  large 

amounts  of  data,"  dtSearch  "leads 
the  market"  -  Network  Computing 

♦  dtSearch  "covers  all  data  sources ... 
powerful  Web-based  engines" 

-  eWEEK 

♦  dtSearch  "searches  at  blazing 
speeds"  -  Computer  Reseller  News 
Test  Center 

See  www.dtsearch.com  for  hundreds 
more  reviews,  and  hundreds  of 
developer  case  studies 


1-800-IT-FINDS  •  www.dtsearch.com 
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IT  careers 


We  know  world-class  care 

is  driven  by  world-class  people. 


Currently,  we’re  hiring  an 
Applications  System  Analyst  3  -  Lawson  ERP 
Req  ID:  3495BR 

Responsible  for  implementing,  data 
loading,  customizing,  upgrading, 
supporting,  and  securing  Lawson  ERP 
modules,  to  include  HR,  Payroll,  GL,  AP, 
PO,  and  requisition  modules. 

Requires  Experience  in  implementing,  data 
loading,  customizing,  upgrading, 
supporting,  and  securing  Lawson  ERP 
module. 

Search/Apply  online  at  SMDC.ORG 


The  SMDC  Health  System, 
comprised  of  17  clinics  and  4 
hospitals,  serves  460,000+  people  in 
northeastern  Minnesota  & 
northwestern  Wisconsin.  EOE/AA 

Mike  Silvis,  PHR 
SMDC  Health  System 
407  East  Third  Street 
Duluth,  MN  55805 
800-662-3455 
msilvis@smdc.org 


4>v 

SMDC 


The  soul  and  science  of  healing.  health  ititeh 


Computer  Professionals  for  CA1 
based  IT  firm.  Multiple  Positions: 
IT  Mgrs-  Plan,  design,  develop, 
direct  &  implement  s/w  systems. 
Coordinate  s/w  programming,  sys 
testing,  validation  procedures  & 
development  of  documentation. 
Consult  with  users,  management 
&  developers  to  assess  comput¬ 
ing  needs  &  system  require¬ 
ments.  Review  work  of  develop¬ 
ers.  MIS  Mgrs-  Plan  &  coordinate 
activities  in  Information  Systems, 
sys  analysis  &  comp  program¬ 
ming.  Review  &  approve  all  sys¬ 
tems  charts  &  programs  prior  to 
their  implementation.  Prog. 
Analysts-  Design,  develop,  test, 
customize  &  modify  general 
comp  applications  s/w  or  special¬ 
ized  utility  programs.  Apply  w/2 
copies  of  resume  to  HR,  Shubh 
Solutions,  LLC.  10225  Barnes 
Canyon  Rd.,  Suite  A206,  San 
Diego,  CA  92121 _ 


Lamar  University  seeks 
degreed  and  experienced 
Information  Security  Analyst  to 
work  in  Beaumont,  Texas.  Mail 
resume  to  Human  Resources, 
P.0  Box  11127,  Beaumont, 
Texas  77710.  Must  Put  job 
code  106771  on  resume. 


Computer  &  Information 
Systems  Manager  w/Masters  or 
MBA  in  Technology  Mgmt  or  CS 
&  1  yr  exp.  Manage,  plan  & 
coord  testing  of  s/ware  products, 
performance  tuning,  migration, 
enhancements  &  dvlpmt  pro¬ 
jects  using  Oracle,  PL/SQL, 
C++,  MS  Project  &  Visio.  Write 
scripts  using  VB  Script  for  func¬ 
tional  &  regression  testing  using 
Mercury's  QTP.  Supv  2 
Consultants.  Exp  prior  to  com¬ 
pletion  of  Masters  or  MBA 
acceptable.  Mail  res  to: 
Masterex  Technologies,  Inc., 
379  Princeton  Hightstown  Rd, 
Bldg  2,  East  Windsor,  NJ  08512. 
Job  Loc:  East  Windsor,  NJ  or  in 
any  unanticipated  Iocs  in  the 
U.S.A. 


PROGRAMMER  ANALYST  w/2 
yrs  exp  to  analyze,  dvlp,  cus¬ 
tomize,  test,  interface  &  inte¬ 
grate  different  web  based  client 
server  &  enterprise  applies 
using  Web  Methods,  Java, 
Visual  Basic,  MQ  Series,  MS 
SQL  server,  Oracle,  Java  Script, 
HTML,  DHTML,  PL/SQL  on  Win, 
Unix  &  Linux  platforms.  Mail 
resumes  to:  Empower 

Technology  Solutions  Inc.,  196 
Princeton  Hightstown  Rd,  Bldg. 
2,  Ste  14,  West  Windsor,  NJ 
08550.  Job  loc:  West  Windsor, 
NJ  or  in  any  unanticipated  Iocs 
in  the  USA. 


Software  Project  Manager 
w/Masters  or  foreign  equiv.  in 
Comp  Sci  or  Engg  &  1  yr  exp. 
•Will  accept  Bach  or  foreign  equiv 
&  5  yrs  of  progressive  work  exp  in 
lieu  of  Masters  or  foreign  equiv  & 
1  yrexp.  Manage,  plan,  organize, 
direct  &  coord  MS  based  s/ware 
dvlpmt,  testing,  performance  tun¬ 
ing  &  support  using  Visual  Basic, 
ASP,  COM,  IIS,  LDAP,  ADO,  SQL 
server,  Sybase  &  MS  Access. 
Manage,  direct,  mentor  & 
appraise  for  team  members. 
Dvlp,  maintain  &  track  compre¬ 
hensive  project  plans  using  MS 
Project.  Supv  2  Consultants.  Exp 
as  Sr.  Technical  Manager  accept¬ 
able.  Mail  res  to:  AIT  Global,  Inc. 
228  Rte  34,  Matawan,  NJ  07747 
Job  Loc:  Matawan,  NJ  or  in  any 
unanticipated  Iocs  in  USA 


Project  Manager,  multi¬ 
ple  openings.  Send 
resume  to  Dir.  of  Human 
Resources,  Synch- 
Solutions,  211  W. 
Wacker  Dr,  Ste  300, 
Chicago,  IL  60606 


Satyam  Computer  Services, 
Ltd.,  a  global  IT  consulting  firm 
w/HQ  in  NJ  &  branch  offices  in 
the  US  has  multiple  positions  for 
IT  Professionals/Bus.  Devp. 
Mgrs.  to  serve  mult,  clients 
throughout  the  U.S.  Our  IT  Bus. 
Dev/Mktg.  Mgrs.  to  manage  all 
aspects  of  sales/bus.  devp.  for 
co's  domain  industries  including 
Banking  &  Finance,  Automotive, 
Manufacturing,  Transport/ 
Logistics,  Retail,  &  Insurance,  to 
name  a  few.  Exp.  required  in  IT 
Services,  offshoring,  prgrm. 
mgmnt,  industry  domain  exper¬ 
tise  or  business  consulting  & 
exposure  to  Business  Process 
Reengineering/six  sigma 
processes.  Exp.  must  also 
include  top-down  analysis  for 
clients  to  develop  Business 
Plans/IT  Strategies/eCommerce 
strategies,  client  mgmnt,  man¬ 
agement  of  system  design/ 
implementation  projects,  bus. 
dvlpmnt  including  negotiation  of 
contracts/pricing  of  IT  proj.  A 
Master's  degree  in  MIS, 
Accounting,  Engineering  or  Bus. 
Admin/Mrkting  is  preferred  & 
industry  related  exp.  as  a  Tech. 
Mktng  Mgr.  or  Sales/IT  Mgr.  or 
Management/IT  Consultant  is 
required.  A  relevant  BS  degree 
will  be  considered  depending  on 
exp.  levels.  Our  IT  positions 
include  Prog/Analysts,  DBAs, 
Sys.  Analysts,  Bus.  Sys. 
Analysts,  Ntwrk.  Eng,  Qual.  Eng, 
Sftwre.  Eng.,  Proj  Leaders  & 
Proj/PrgrmMgrs./Proj.  Directors. 
These  positions  req.  a  BS 
degree  or  higher  in  a  related  field 
&/or  relev.  industry  exp.  in 
analysis,  design,  development  & 
testing  of  comp,  applications. 
Exp.  in  .Net,  J2EE,  dataware¬ 
housing  (Cognos/lnformatica, 
Abinitio/Bus.  Objects,  Oracle, 
Siebel,  ATG,  ERP  (Peoplesoft/ 
SAP),  Webmethods  and/or  a 
variety  of  other  client 
server/mainframe  skills  desired. 
Some  of  our  Sr.  level  techni- 
cal/Proj.  Mgmnt.  positions  may 
require  a  MS  or  a  BS  degree  w / 
significant  exp.  All  positions  are 
subject  to  relocation  to  various 
offices  &  client  sites  throughout 
the  US.  Qualified  applicants 
mail  resume  to:  Satyam 

Computer  Services,  Ltd.,  Attn: 
HR,  1  Gatehall  Dr.,  Suite  301, 
Parsippany,  NJ  07054.  Ref  Job 
Order  #0721 08 


Principal  Consultant/Midwest. 
Greater  Minneapolis  area.  Plan, 
manage  &  coordinate  activities  of 
major  customer  projects  involving 
object-oriented  software  engi¬ 
neering  &  methodology  for  soft¬ 
ware  and  organization  develop¬ 
ment;  Train  &  mentor  major  cus¬ 
tomers  in  use  of  Rational  Unified 
Process;  Work  closely  with  CTO 
to  drive  technical  direction  of 
Company’s  software  develop¬ 
ment  products,  incl.  R&D  to  fit 
market  demands;  MSc  in  Comp. 
Science/  Engineering  req'd,  plus 
4  yrs  exp.  Resumes  to:  Kierra 
Person,  kpereon@ivaijacobson.com, 
Ivar  Jacobson  Consulting  LLC. 


Sterling  Commerce  (America), 
Inc.  is  seeking  qualified  profes¬ 
sionals  to  fill  Supply  Chain 
Software  Technical 

Implementation  Consultant  posi¬ 
tions.  Serve  as  Subject  Matter 
Expert  to  implement  Supply 
Chain  solutions  for  order  selling, 
order  fulfillment,  and  warehouse 
management  applications  at 
customer  sites.  Duties  incl.: 
installations,  configurations,  req. 
definition  and  mapping,  solution 
design,  documentation,  testing, 
deployment,  mentoring,  and 
knowledge  transfer.  Ability  to 
work  extended  hours,  week¬ 
ends,  and  holidays  as  needed. 
Reqs.  BS/BA  degree  (Computer 
Sci./Eng.  or  related)  and  exp. 
with  implementation  of  enter¬ 
prise-wide  Supply  Chain  soft¬ 
ware  application  solution, 
RDBMS  SQL  Programming, 
Java/J2EE,  XML/XSL,  and  API 
design  and  development. 
Position  reports  to  Sterling's 
office  in  Lowell,  MA,  but  majority 
of  time  (up  to  100%  travel  on 
short  notice)  will  be  spent  at 
client  locations  throughout  the 
U.S.  Send  resume  to  Sterling 
Commerce  (America),  Inc.,  900 
Chelmsford  Street,  Attn.: 
Requisition  #127689V2,  Lowell, 
MA  01851.  EOE. 


Radius  Power,  Inc.  located  in 
Orange,  CA  seeks  a  Systems 
Analyst.  Reqs.:  Bachelors  in 
Mgmt  Info  Systems  or  equiv 
and  2  yr  exp  in  application  sys¬ 
tem  analysis,  operations  analy¬ 
sis,  and  technical  &  quality  con¬ 
trol  analysis.  Mail  resumes  to 
Bob  Singh,  President  at  1751 
N.  Batavia  St.,  Orange  CA 
92865  or  fax  resumes  to  714- 
730-4115 

Consultants 

Capgemini  (Rosemont,  IL),  a 
global  systems  integrator  provid¬ 
ing  solutions  to  fin.  services 
industries,  is  seeking  exper.  prof, 
consultants  for  the  following  posi¬ 
tions:  Managers  (ref.  #20A)  and 
Lead  Consultants  (ref.  #20B)  to 
manage  consulting  teams  &  client 
relationships.  Also  seeking  Sr. 
Consultants  (ref.  #20C)  Bus. 
Analysts  (ref.  #20D)  &  Consult 
ants  (ref.  #20E)  to  design  develop 
test  &  implement  bus.  systems 
software  apps.  Email  resume  to: 
georgeann.bosco@capgemini.com 
&  reference  appropriate  job#.  No 
calls.  Capgemini  is  an  affirmative 
action  employer/EOE  organization. 
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Percentage  of  female 
middle  managers 
who  aspire  to  be  pro¬ 
moted  to  a  senior  management  position  compared  with 

the  number  of  male  middle  managers  with  a  similar  goal. 

Moreover,  only  22%  of  women  aspire  to  C-level  positions,  compared 
with  31%  of  men.  The  most  common  response  from  women  to  the 
question  of  what  level  they  would  like  to  achieve  was  “director"  (23%). 

F  OVER  200  1  ID  200  MALI 

»/!ANA6ER3  ON  DUCT  ED  BY  HUDSON,  JANUARY  2008 


EMPLOYMENT  OUTLOOK 


Zooming  In 


Breaking  down  the  BLS’s  numbers 

This  page  has  touted  the  estimate  from  the  U.S.  Bureau  of  Labor 
Statistics  that  “computer  and  mathematical  occupations”  will  see  16% 
growth  in  employment  between  2006  and  2016.  The  spring  issue  of  the 
Occupational  Outlook  Quarterly  breaks  that  down  into  some  specific 
job  categories.  The  breakdown  shows  that  the  overall  average  could 
have  been  higher,  but  it  was  held  down  primarily  by  non-computer-relat- 
ed  classifications,  such  as  “statistician."  But  it  wasn’t  all  good  news  for 
computer-related  jobs.  The  ranks  of  programmers  are  expected  to  drop 
by  18,000  during  the  decade.  According  to  the  BLS,  “Advancements 
in  the  software  development  process,  the  offshoring  of  jobs  and  other 
workers’  ability  to  do  some  programming”  will  contribute  to  that  decline. 


—  2006  - 1| -  Projected  change, 

employment  1 1  2006-16 


■  ASK  A  PREMIER  100  LEADER 

Dale  Christian 


The  CIO  at 

Avanade  Inc.  in 

Seattle  answers 
questions  about 
communicating  with  the 
boss  and  making  the  most 


in  intosec. 


The  division  of  the  IT  depart¬ 
ment  I  work  in  lost  a  few  em¬ 
ployees  due  to  attrition  last 
year,  and  rather  than  replace 
those  people,  management 
has  distributed  the  workload 
to  me  and  others.  I’m  now 
working  60-plus  hours  a 
week,  including  occasional 
weekends,  and  I’m  getting 
burnt  out.  Do  you  have  any 
suggestions  on  how  I  can  ap¬ 
proach  my  supervisor  about 
this?  Approach  the  situation  from 
your  supervisor’s  point  of  view.  She 
probably  doesn’t  want  her  team 
working  60-hour  weeks  and  real¬ 
izes  that  it’s  not  a  healthy  or  viable 
situation.  However, 
she's  likely  under  pres¬ 
sure  from  management 
to  keep  costs  down  and 
doesn’t  have  a  strong 
case  to  justify  hiring 
more  people. 

So,  make  a  case  for 
her.  First,  document  the  problem 
objectively:  Write  down  the  tasks 
you  are  expected  to  perform  and 
how  long  it  takes  to  do  each  one 
-  each  day,  week,  month  or  quarter. 

Next,  use  that  list  as  a  basis  for 
discussion:  Are  there  tasks  that  you 
can  drop,  service  levels  that  can 
be  relaxed  or  efficiencies  you  can 
find?  You  might  be  able  to  slim  your 
job  down  just  by  focusing  on  the 
essentials.  Or  you  might  convince 
her  that  more  people  are  needed 
on  your  team. 

In  that  case,  give  your  supervisor 
the  facts  to  take  the  case  to  her 
manager.  Help  her  develop  a  similar 


list  for  the  rest  of  your  workgroup, 
laying  out  what  services  the  team 
delivers  to  the  company  and  what 
resources  -  people,  hardware, 
software,  etc.  -  are  needed  to  meet 
those  expectations.  Then  manage¬ 
ment  can  decide  whether  it’s  worth 
hiring  more  people  or  reducing  the 
services  your  group  provides. 

I  have  a  fresh  bachelor’s  de¬ 
gree  in  information  security, 
a  certification  in  computer 
networking,  eight  years  in 
PC  troubleshooting  mainte¬ 
nance  and  repair,  two  years 
in  Internet  help  desk,  and  two 
in  PDA  and  BlackBerry  sup¬ 
port.  I  am  finding 
it  difficult  to  break 
into  the  IT  held  full 
time.  Most  hiring 
firms  want  me  for 
the  help  desk  only. 
What  would  you 
suggest?  Call  me!  Se¬ 
riously,  security  skills  are  valuable. 
The  challenge  is  that  security  roles 
tend  to  demand  deep  experience, 
so  you  should  look  for  entry-level 
positions  in  operations  (also  called 
Tier  2  support,  production  manage¬ 
ment,  systems  administration  or 
infrastructure  engineering)  that  will 
give  you  hands-on  experience  in  the 
production  infrastructure.  Support¬ 
ing  servers,  networks  and  applica¬ 
tions  will  put  you  in  a  good  position 
to  grow  directly  in  that  area.  It  will 
also  give  you  opportunities  to  prac¬ 
tice  and  deepen  your  experience 
and  move  into  a  security  role  when 
the  time  is  right.  Good  luck! 
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©  QUESTION? 

If  you  have  a  question 
for  one  of  our  Premier 
100  IT  Leaders,  send 

ittoaskaleader@ 

computerworld.com, 

I  and  watch  for  this  i 

column  each  month.  jj 
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Shamank 

TRUE  TALES  OF  IT  LIFE  AS  TOLD  TO  SHARKY 


Buh-bye! 

It’s  almost  noon,  and  this  pilot 
fish  is  leaving  his  dentist’s 
office  after  a  particularly 
traumatic  root  canal  when 
his  BlackBerry  vibrates.  “It’s 
a  message  from  a  longtime 
friend,  the  VP  to  whom  I  re¬ 
ported  before  his  discharge 
the  week  before,”  fish  says. 
“His  sudden  departure  was 
part  of  the  usual  aftermath  of 
a  forced  sale  of  the  company 
during  involuntary  bankrupt¬ 
cy.  The  message  text:  ‘Check 
your  e-mail  when  you  get  a 
chance.’  When  I  finally  get 
home  and  look  at  my  company 
in-box,  I  find  a  forwarded 
note  from  the  HR  department 
with  the  subject  ‘Approval 
required:  Involuntary  termina¬ 
tion.’  Because  nobody  had 


removed  his  e-mail  account, 
nor  removed  him  from  the 
approval  chain  for  HR  ac¬ 
tions,  he  received  a  ‘Click 
here  to  authorize  terminating 
this  employee  with  less  than 
24  hours’  notice’  message. 
The  company  had  absolutely 
no  way  to  let  me  know  that  I 
had  been  zapped  -  the  only 
person  on  the  org  chart  who 
could  have  transmitted  this 
happy  news  to  me  had  been 
rendered  dead  beef  a  week 
before.” 

Priorities 

Flashback  to  August  2003, 
when  the  biggest  blackout  in 
American  history  strikes  the 
northeastern  U.S.  “Power 
went  out  in  the  afternoon, 
and  the  UPS  and  generator 


kicked  in  just  as  they  were 
supposed  to,”  says  this  pilot 
fish  on  the  job.  “Everything  in 
the  data  center  kept  humming 
along.  But  the  next  morn¬ 
ing,  I  received  a  call  that  the 
generator  didn’t  have  enough 
fuel  to  last  through  the  day, 
and  no  one  knew  how  long  it 
would  be  before  power  was 
restored.  I  made  the  decision 
to  make  an  orderly  shutdown 
of  all  the  servers  rather  than 
risk  them  just  losing  power 
suddenly.  The  following  Mon¬ 
day,  down  came  the  hammer: 
‘Why  did  you  shut  us  down  for 
an  entire  day?’  The  shipping 
and  warehouse  operations  on 
the  West  Coast  were  so  upset 
they  could  not  use  e-mail  or 
the  Internet  that  they  forgot 
they  couldn’t  use  the  ERP.  I 
think  next  time,  I’ll  just  let  the 
power  drop  and  see  how  they 
like  that  recovery.” 

That  Must  Be  It 

User’s  phone  goes  silent 
-  probably  because  his  line 
has  been  “recycled  in  the 


course  of  moving  people  and 
desks  in  his  office,”  says  a 
pilot  fish  who  works  close 
by.  “The  outside  service 
provider’s  SLA  on  installing 
new  lines  is  more  important 
than  that  about  providing 
service  to  existing  lines,”  fish 
grumbles.  “An  incident  ticket 
was  created.  A  few  days  later, 
his  phone  was  still  dead,  but 
the  ticket  proved  to  be  closed. 
The  resolution?  ‘Technician 
reported  phone  was  fixed.  I 
called  the  user  and  heard  the 
ring  tone,  so  OK.  User  did  not 
pick  up  phone,  probably  at  the 
coffee  machine.’  ” 

Use  your  coffee  break  to  send 
Sharky  a  true  tale  of  IT  life  at 
sharky@computerworld.com. 
You’ll  snag  a  snazzy  Shark 
shirt  if  I  use  it. 


O  DO  YOU  LOVE  SHARK  TANK? 

Then  you  might  like  Shark  Bait,  too  ^ 

Dive  in  and  dish  the  dirt 
with  like-minded  IT  pros:  ' 

sharkbait.computerworld.com. 

O  CHECK  OUT  Sharky’s  blog,  browse  the 
Sharkives  and  sign  up  for  Shark  Tank  home 
delivery  at  computMWOrid.cont/*haffcy. 
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■  FRANKLY  SPEAKING 


Who  Pays? 


HAT  DO  YOU  DO  when  a  network  adminis¬ 
trator  goes  bad?  That’s  the  question  IT  staff¬ 
ers  for  the  city  of  San  Francisco  are  facing  this 
week.  One  of  their  own,  a  net  admin  named 
Terry  Childs,  was  arrested  for  sabotaging  the  city  govern¬ 
ment’s  new  fiber  backbone  network  (see  story,  page  6). 


Now  he’s  in  jail.  But  he’s 
i  not  the  only  one  who  will 
J  pay  the  price. 

Until  recently,  Childs 
;  was  well  regarded  in  his 
\  IT  shop.  But  last  month, 
l  that  all  began  to  unravel. 

;  On  June  20,  Childs  report- 
J  edly  went  after  the  IT 
!  department’s  newly  hired 
\  head  of  security,  chasing 
I  her  with  a  camera  until 
1  she  locked  herself  in  an 
|  office  to  escape. 

The  security  chief  was 
auditing  who  had  pass- 
;  word  access  to  the  new 
!  network.  According  to  the 
!  San  Francisco  Chronicle, 

;  that  audit  soon  turned  up 
!  the  fact  that  Childs  had 
changed  passwords  so 
;  that  only  he  had  adminis- 
!  trative  access  to  the  net¬ 
work.  Childs  also  report- 
|  edly  installed  software 
!  to  monitor  his  managers’ 
e-mails  related  to  his  job 
J  performance. 

Childs  was  suspended 
j  on  July  9  for  insubordina- 
;  tion.  When  police  asked 
Childs  for  the  passwords, 
first  he  gave  them  phony 


information,  then  he  re¬ 
fused  to  divulge  the  real 
passwords.  On  July  14, 
Childs  was  arrested  for  fel¬ 
ony  computer  tampering. 

Because  prosecutors 
feared  for  the  security  of 
law  enforcement  docu¬ 
ments,  jail  inmate  book¬ 
ings,  payroll  files  and 
other  city,  Childs  was 
jailed  with  bail  set  at  a 
whopping  $5  million. 

To  date,  Childs  hasn’t 
explained  why  he  alleged¬ 
ly  locked  up  the  network 
—  and  he  hasn’t  coughed 
up  the  passwords. 

Meanwhile,  his  co¬ 
workers  are  now  facing 
the  possibility  of  having 
to  rebuild  the  network 
and  verify  everything 
stored  on  it  —  about  60% 
of  all  government  data  in 
San  Francisco. 

■  Childs  hasn’t 
explained  why  he 
allegedly  locked  up 
the  network  -  ana 
he  hasn’t  coughed 
up  the  passwords. 


Oh,  and  also  having  to 
live  under  a  cloud  for  as 
long  as  they  work  in  that 
IT  shop.  Because  some¬ 
one  in  their  department 
was  trusted  too  much, 
they’ll  be  distrusted.  By 
users,  managers  —  and 
one  another. 

Is  that  fair?  Of  course 
not.  They’re  not  the  ones 
who  sabotaged  the  net¬ 
work  and  created  a  huge 
mess.  They’re  not  the 
ones  who  should  have 
acted  more  quickly  and 
effectively  when  it  looked 
like  there  was  a  problem 
employee  on  the  loose. 

But  they’re  the  ones 
who’ll  pay. 

So  what  to  do  in  the 
wake  of  that  net  admin 
gone  bad?  First,  there’s  the 
fiber  backbone  to  unlock 
and  sanitize,  or  rebuild 
if  necessary.  Then,  no 
doubt,  new  technology 
and  new  layers  of  auditing 
will  be  added  to  increase 
security  scrutiny. 

That’s  important,  but 
it’s  not  enough.  Childs 
was  able  to  lock  up  the 


network  because  he 
was,  in  effect,  a  one-man 
show.  Setting  up  a  team 
structure  for  network 
administration,  in  which 
team  members  cross- 
train  and  rotate  through 
one  another’s  jobs,  would 
make  such  an  occurrence 
much  less  likely.  It  would 
also  help  avoid  problems 
when  a  net  admin  doesn’t 
go  rogue,  but  gets  hit  by  a 
bus  instead. 

No  lone  wolves.  No  bot¬ 
tlenecks.  Nobody  who’s 
indispensable. 

Cross-trained  teams 
also  make  it  easy  for 
managers  to  act  swiftly 
when  an  employee  turns 
into  a  problem  —  there’s 
no  hesitation  because  of 
worrying  about  how  he’ll 
be  immediately  replaced. 
And  teams  help  foster  a 
culture  of  security;  they 
police  themselves  in  ways 
no  security  audit  can. 

What  teams  can’t  do  is 
restore  what  Terry  Childs 
stripped  from  his  co¬ 
workers:  the  respect  and 
trust  of  the  people  who 
depend  on  them. 

The  estimate  for  re¬ 
building  San  Francisco’s 
fiber  backbone,  if  it  comes 
to  that,  is  eight  weeks. 

But  rebuilding  respect 
and  trust  for  San  Francis¬ 
co’s  IT  department?  That 
could  take  years.  ■ 

Frank  Hayes  is  Computer- 
world’s  senior  news 
columnist.  Contact  him 
at  frank_hayes@ 
computerworld.com. 
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